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ABSTRACT
Turnover in higher education is excessive compared to other education fields
(Wilson et al., 2016). Up to 60% of student affairs professionals leave the field within the
first five years of their professional career (Fried, 2014; Naifeh & Kearney, 2020),
resulting in a loss of money, efficiency, and productivity (Allen et al., 2010). Previous
research shows the link between turnover and job satisfaction for student affairs
professionals (Fried, 2014) and the relationship between job satisfaction, emotional labor,
and emotional dissonance (Parajon, 2011). Existing research lacks specific information
about African Americans, undermining organizational efforts to retain employees of all
identities. This research explores African American student affairs professionals'
experiences with emotional labor and emotional dissonance and how these experiences
impact their job satisfaction, framed by critical race theory and the theory of
representative bureaucracy. The researcher used a phenomenological qualitative design
and a hermeneutical phenomenological approach. The researcher interviewed African
American student affairs professionals across the United States to understand their
experience with emotional dissonance and emotional labor and its impact on overall job
satisfaction. The interpretive phenomenological analysis drew themes from the
participants' lived experiences to inform campus leadership retention efforts.
Additionally, this research could be a catalyst for further conversations on emotional
labor and emotional dissonance and the experiences of African American professionals
compared to their peers.
Keywords: Critical Race Theory, Emotional Dissonance, Emotional Labor,
Theory of Representative Bureaucracy
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CHAPTER I – INTRODUCTION
Job satisfaction and, subsequently, employee retention affect an organization’s
general productivity, operating, and financial performance (Mullen et al., 2018; Sainju,
2020; Yaya, 2017). When an organization cannot retain its staff, the departure affects the
remaining employees and employers. Research connects retention to job satisfaction
(Davidson, 2009; Mullen et al., 2018). Emotional labor and emotional dissonance remain
essential areas to explore components of job satisfaction due to their significant impact
on employee’s experiences (Asumah et al., 2019; Hofmann & Stokburger-Sauer, 2017;
Sommerfeldt & Kent, 2020). Emotional labor refers to the publicly observable facial and
bodily display as a form of feeling management (Hochschild, 1983; Wharton, 2009;
Sommerfeldt & Kent, 2020), and emotional dissonance is the discrepancy between
authentic emotions and the displayed emotions deemed appropriate within the workplace
(Choi et al., 2021; Payne, 2013).
Emotional labor and emotional dissonance resonate with service industry jobs due
to the constant forward-facing interactions (Asumah et al., 2019). Colleges and
universities provide a high level of customer service. One area heavily student-facing
within the university includes the division of student affairs, which provides programs
and resources that help students learn and grow outside of the classroom (National
Association of Student Personnel Administrators, 2012). Existing research on the
retention of student affairs professionals presents factors influencing new professionals'
attrition (Buchanan, 2012), socialization (Fried, 2014), and affective and normative
commitment among student affairs professionals (Boehman, 2006).
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Little research highlights African American student affairs professionals'
experiences related to job satisfaction (Jones, 2020). By ensuring African American
student affairs professionals have high job satisfaction, the institution illustrates a
commitment to retaining African American staff on its campus (Jones, 2020). In addition,
having a representative staff is a way to support African American students by creating a
welcoming environment, especially at a predominately white institution (Jones, 2020).
This study focuses on African American student affairs professionals, their
experience with emotional labor and emotional dissonance, and their job satisfaction. The
participants in this study will derive from Predominately White Institutions (PWIs) to
capture the voices of African American professionals in work environments where they
are likely the minority. Chapter I contains the background of the study states the problem
and the purpose of the study, and provides the conceptual framework, which outlines the
study. Chapter I also includes the research objectives and research questions.
Background
The Division of Student Affairs is instrumental on college campuses because it
influences student development and college student growth (Marshall et al., 2016).
Traditionally, the Division of Student Affairs handles most student needs outside of the
classroom, including advising, housing and residence life, first-year experience programs,
and student activities (Chessman, 2021). In addition, the division of Student Affairs
supports students on college campuses and focuses on promoting student learning and
development (National Association of Student Personnel Administrators, 2019). Many
institutions offer a degree in higher education and student personnel where the study of
student affairs includes student development theory, organization and governance, and
2

legal issues in higher education (Boss et al., 2018; College Student Educators
International, n.d.).
Diversity and inclusion are focal points of student affairs as professionals work to
meet the needs of the students they serve (Anderson, 2020; Boss et al., 2018; Garcia et
al., 2021). An institution's commitment to diversity must reach beyond its students to
include everyone on the campus community, including staff. While the number of
African American professionals at colleges and universities is increasing (Hammonds,
2015), research shows the work experience of student affairs professionals that hold
marginalized identities as less ideal than their white counterparts (Anderson, 2020;
Harris, 2019), indicating a need to study the African American population exclusively.
Critical race theory asserts that people of color have an experience that differs
from their white counterparts (Delgado & Stefancic, 2012). Ultimately, those different
experiences result in inequities (French, 2015) that inevitably impact the workplace. In a
study of African American female police officers' emotional dissonance, researchers
found the experiences of the participants to be unique based on their identity, specifically
that they are often in spaces where they must speak up within their organization that is
sometimes biased against their own inner identity (Payne, 2013).
Emotional dissonance, the discrepancy between authentic emotions and the
displayed emotions deemed appropriate within the workplace (Payne, 2013; Taxer &
Frenzel, 2018; Walsh et al., 2019), can occur due to emotional labor when misalignment
exists between the organization’s expectations and the individual’s actual feelings
(Parajon, 2011; Walsh et al., 2019). When employees fake emotions to satisfy a job
requirement, they may experience emotional conflict causing emotional dissonance that
3

can negatively impact job satisfaction, job performance, job commitment (Diefendorff &
Richard, 2003; Walsh et al., 2019) and can lead to burnout (Sommerfeldt & Kent, 2020).
Employees who can express their true feelings at work are less likely to become
emotionally exhausted (Geddes & Kruml, 2000; Taxer & Frenzel, 2018) and find their
work more meaningful (Parajon, 2011). Employees experiencing emotional labor
coexisting with emotional dissonance negatively link to job satisfaction (Parajon, 2011).
Emotional labor is the process by which workers manage their feelings to align
with organizationally defined rules and guidelines (Wharton, 2009; Liu et al., 2019).
Emotional labor happens on a continuum from less intense to very intense. Research
findings vary on how emotional labor affects employees (Ashforth & Humphrey, 1993;
Judge et al.,2009; Mesmer-Magnus et al., 2012). These studies present mixed conclusions
about the impact emotional labor has on job satisfaction, which may explain the variance
in whether or not emotional labor positively or negatively affects employees, if at all.
The negative impact of student affairs professionals' departure manifests itself
both monetarily and in loss of efficiencies (Allen et al., 2010). Attrition of student affairs
professionals has been an area of focus for many years (Lorden, 1998; Marshall et al.,
2016; Mullen et al., 2018; Rosser & Javinar, 2003; Tull, 2006). Studies show that student
affairs professionals leave within five years of employment at rates as high as 60%
(Fried, 2014; Naifeh & Kearney, 2020). While this research exists, there is a significant
underrepresentation of African American voices and their experience related to job
satisfaction and organizational commitment in higher education (Jones, 2020). Studies
conclude that the consequences of emotional labor and emotional dissonance are
dependent on the context of campus culture (Parajon, 2011), which can be experienced
4

differently by professionals who hold marginalized identities. Research has concluded
that job satisfaction directly impacts organizational commitment (Abraham, 1999) and
turnover (Jones, 2020; Marshall et al., 2016; Boehman, 2006), and research links job
satisfaction to emotional labor and emotional dissonance (Parajon, 2011; Wharton, 1999).
Job satisfaction is essential to employee recruitment as well as employee retainment
within an organization.
A further reason to investigate the experiences of African American student
affairs professionals is the added benefit of retaining a diverse workforce. The theory of
representative bureaucracy asserts that bureaucrats who resemble the constituents they
serve will make better decisions on behalf of those constituents due to their similar
backgrounds and potentially shared values (Perez, 2016). Related to this population, the
constituents served by the institution are students. Given the role African American
student affairs professionals play in decision-making for students that reflect their own
identities, there is a need to understand better the factors that may contribute to their job
satisfaction. As institutions become increasingly diverse, highlighting African American
student affairs professionals' unique experiences helps them make informed decisions
about retaining African American employees (Jones, 2020).
Problem Statement
Ideally, employers would retain employees to avoid the burden of economic and
efficiency costs related to turnover (Allen et al., 2010; Davidson, 2009). However, in
reality, student affairs professionals leave the field excessively within their first five years
(Fried, 2014; Naifeh & Kearney, 2020), resulting in a monetary loss and losses in
efficiency and productivity (Allen et al., 2010). In addition, research shows that attrition
5

can disrupt the hiring and onboarding process and create indirect costs associated with a
loss of productivity (Davidson, 2009), which are costly for the institution, harm
remaining employees, and harm the departing employee.
There is a documented relationship between negative job satisfaction and an
employee experiencing emotional labor paired with emotional dissonance (Parajon,
2011). Research also shows that the workplace experiences of racial minority employees
may differ from that of white employees (Anderson, 2020; Harris, 2019). Understanding
job satisfaction as a factor in attrition aids in retaining and recruiting employees (Blachut,
2012).
Institutional leaders strive for more diverse environments to mirror increasingly
diverse student populations (Garcia et al., 2021). However, the lack of specific
information on the experiences of African American professionals disadvantages
organizational efforts to retain African American employees. Furthermore, failures to
retain a diverse staff can adversely affect students as research asserts that even the
presence of an underrepresented group can enhance understanding and responsiveness to
that group’s needs (Kranz, 1978).
Purpose Statement
The purpose of this study is to explore the experience of emotional labor,
emotional dissonance, and job satisfaction among African American student affairs
professionals. The research conducted in this study will inform institution initiatives
designed to retain a diverse staff and address both negative and positive themes related to
African American student affairs professionals' experiences. The decisions made by
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campus administrators could mitigate economic, intellectual, and efficiency losses caused
by turnover.
Research and Objectives
This study explores African American student affairs professionals' experiences to
understand their experiences related to emotional labor, emotional dissonance, and job
satisfaction in the workplace. This study will focus on participants who identify as
African Americans and work at colleges/universities categorized as Predominately White
Institutions (PWIs). The following research objectives guide this study.
RO1 – Describe the demographic characteristics of the participants, including
their gender, degree attainment, number of years in their current position, and the
number of years in the field of student affairs
RO2 – Explore African American student affairs professionals’ experience with
emotional labor in the workplace
RO3 – Explore African American student affairs professionals’ experience with
emotional dissonance in the workplace
RO4 – Explore African American student affairs professionals’ job satisfaction
RO5 – Explore the relationship between emotional labor, emotional dissonance,
and African American student affairs professionals’ job satisfaction
Significance of the Study
With the extensive turnover in student affairs (Fried, 2014 Naifeh & Kearney,
2020), continued research remains necessary to help identify a disconnect between the
employee’s intended career field and their desire to depart the profession. The
institution's turnover cost is tremendous financially (Marshall et al., 2016) and in terms of
7

organizational efficiency (Allen et al., 2010; Rosser & Javinar, 2003). As tenured
employees leave, they also take a wealth of intellectual property that requires time to
rebuild with a new employee (Naifeh & Kearney, 2020). The inability to retain qualified
and competent staff hurts the quality of service and organizational effectiveness
(Newman et al., 2014). In higher education, the harm impacts prevalent stakeholders,
including students, staff, and the institution.
Diversity has increased at colleges and universities across the country (National
Center for Education Statistics, 2016). To best serve the increased enrollment of students
of color, institutions must recruit and retain professionals of color (Jones, 2020; Flowers,
2003). Studies on the overall experience with emotional dissonance and emotional labor
of all student affairs professionals often overshadow the marginalized voices of minority
staff, making it necessary that African American professionals be studied independently.
Having little research explicitly of African American student affairs professionals affects
the retention of African American staff. This research could help inform decision-makers
at institutions as they seek to increase retention of African American student affairs
professionals.
Conceptual Framework
The conceptual framework in a research study provides boundaries and narrows
the scope of a study providing context and identifying key constructs (Roberts, 2010).
Figure 1 represents a visual narrative describing the research. The figure outlines the
connection between emotional labor and emotional dissonance, and job satisfaction.
Although this study does not investigate attrition, studies show that employees with lower
job satisfaction are more likely to depart from the organization producing negative
8

consequences. Therefore, this study will investigate emotional labor, emotional
dissonance, and job satisfaction independently and how emotional labor and emotional
dissonance impact job satisfaction.
Critical race theory (CRT) provides the framework to understand this
phenomenon through the lens of race and by acknowledging how experiences may
present differently in African American professionals (Delgado & Stefancic, 2012). The
theory of representative bureaucracy asserts that personnel reflective of the clientele
serve (Bradbury & Kellough, 2011) can result in the development of processes and
guidelines that reflect the needs and interests of individuals from varying backgrounds
(Saldana, 2009) by responding to the reflective populations' needs and interests
(Riccucci, 2015). The theory of representative bureaucracy further emphasizes the need
to study African American and student affairs professionals independently.
Figure 1. Conceptual Framework
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Delimitations of the Study
Delimitations are factors that the researcher can control to clarify the study's
boundaries (Roberts, 2010). One delimitation of this study is the population. Choosing
only to interview full-time student affairs professionals excludes several professionals in
the field who do not work full time but could provide valuable narratives about their
experiences with emotional labor, emotional dissonance, and job satisfaction. These
professionals could include graduate students and administrative support staff who are
part-time. Additionally, limiting the study to professionals with a post-baccalaureate
degree in Student Affairs or a related field further narrows the study's scope by excluding
professionals who do not meet this criterion but may also provide valuable and relevant
narrative to the topic.
Another delimitation of the study is the fact that the population is not locationspecific, which does not account for regional differences to emerge that may be present.
Lastly, this study was open to staff in all functional areas within Student Affairs.
Therefore, without narrowing the population, the research may skew to a functional area
that is more or less emotionally intensive by nature.
Assumptions
Assumptions are ideas understood as operational for the study but otherwise taken
for granted (Roberts, 2010). Assumptions for this study include (a) all respondents were
honest in their responses to the interview questions; (b) all respondents fully understood
the terms and constructs used in the interview; (c) all respondents were unbiased in their
responses. The participants in this study are Master's level student affairs professionals
who are likely familiar with the interviewers' terms used in the interviews.
10

Definition of Terms
The definition of terms provided below will aid the reader in the subsequent
material by setting a foundational understating of key terms used throughout the study.
1. African American(s) – characterized by various terms such as Negro, Black,
Colored, and Mulatto, which all came to represent people who had Black or
African ancestry in America (Davis, 1991).
2. Critical race theory (CRT) – studies the relationship among race, racism, and
power by questioning the very foundations of the liberal order, including
equality theory, legal reasoning, enlightenment rationalism, and neutral
principles of constitutional law (Delgado & Stefancic, 2017).
3. Emotional dissonance – refers to the discrepancies between authentic
emotions and the displayed emotions deemed appropriate within the
workplace (Payne, 2013).
4. Emotional labor – creating a publicly observable facial and bodily display as a
form of feeling management (Hochschild, 1983).
5. Organizational commitment – an individual's psychological attachment to an
organization and which can affect their intent to stay with the organization
(Grimsley, 2003).
6. Predominately White Institutions – colleges and universities that have a
majority white administration, faculty, and student body (Washington &
Harvey, 1989).
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7. Student Affairs – or "student services" provide services, programs, and
resources that help students learn and grow outside of the classroom (National
Association of Student Personnel Administrators, 2012).
8. Theory of representative bureaucracy – personnel reflective of the clientele
served (Bradbury & Kellough, 2011) can develop processes and guidelines
that reflect the needs and interests of individuals from varying backgrounds
(Saldana, 2009).
Organization of the Study
Chapter I gives background to the study, states the problem and the purpose of the
study, provides the conceptual framework that outlines the study, describes the research
objectives and defines terms used throughout the study. The remaining chapters consist
of the following information: Chapter II presents an in-depth review of the existing
literature on higher education, student affairs, critical race theory, emotional labor,
emotional dissonance, job satisfaction, and the theory of representative bureaucracy.
Chapter III explains the methodology used to conduct the qualitative study and the
sample selection process. Chapter IV outlines the findings from the data analysis and the
emergent themes from the participant narratives. Finally, Chapter V includes a summary
of the study, the findings, and recommendations for future research.
Summary
This chapter identifies the problem as turnover in student affairs, resulting in
inefficiency in operation and financial burdens to the institution (Allen, 2010; Marshall et
al., 2016). The research conducted in this study will explore African American student
affairs professionals' experiences emphasizing their experience with emotional labor and
12

emotional dissonance and if these experiences impact their job satisfaction. This research
will help decision-makers on college campuses address turnover issues in the Division of
Student Affairs and help serve as a reference point to make changes to increase retention
of African American student affairs professionals. The remaining chapters include a
literature review, research design and methodology, data collection procedures, data
analysis, findings, and recommendations for future research.
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CHAPTER II – LITERATURE REVIEW
The literature review supports a thesis position using previous research with
credible evidence to build a case (Machi & McEvoy, 2016). The literature review for this
study will provide context for the study and analyze the constructs from the conceptual
framework. This study will explore the experience of emotional labor and emotional
dissonance of African American student affairs employees at various institutions across
the country. This study will also explore the job satisfaction of African American student
affairs professionals. Further, this study will investigate if emotional labor and emotional
dissonance impact their job satisfaction. The following literature review will provide the
necessary background and in-depth framework on the history of higher education, the
student affairs profession, and African American student affairs professionals. This
section will also review existing literature on emotional labor, emotional dissonance, job
satisfaction, and organizational commitment. Lastly, this section will provide context on
critical race theory and the theory of representative bureaucracy.
Higher Education in the United States
Higher education in America has, in many ways, seen extreme shifts from its
formative stages in the 1600s to what current college students experience. The university
system in the United States began as a mechanism for professional training in fields such
as law, medicine, and clergy (Bryan, 2016). In the 1800s, as the country expanded
westward, a new need for colleges and universities emerged. Justin Morrill, Vermont
Senator, proposed establishing colleges with a primary focus on agriculture and
mechanics, arguing that agriculture was a huge economic driver for the country and that
there would be a net benefit to the government investing in this type of education (Bryan,
14

2016). Morrill successfully passed the Morrill Act of 1862, which distributed land grants
to establish colleges that would focus on agriculture and related technologies. This act
migrated the drive of higher education from the elite to the working class by making it
more practical and less focused on traditional liberal arts (Key, 1996).
Created as a response to African Americans' mandated discrimination in the
higher education system, Historically Black Colleges and Universities (HBCUs) provided
African American scholars with educational access with the first institution, Cheney,
founded in 1837 in Pennsylvania (Bettez & Suggs, 2012). Since then, Predominately
White Institutions (PWIs) have become more diverse and even transitioned from
obligatory inclusion to understanding the value of bringing together individuals of
various backgrounds. Colleges and universities now serve students domestically and
abroad, both in-person and online, and both conventional fields and newly emerging
paths of study. In addition to preparing students for the workforce, colleges and
universities have continually ranked among the top employers across the nation (Leins,
2018). As crucial as assessing institutions through the student's lens, evaluating their
employer's role is also essential.
Student Affairs
In the early stages of higher education, the faculty was primarily responsible for
all academic and otherwise student functions (Hevel, 2016). There was no support
mechanism outside of the faculty, and often faculty was in-residence employees who
focused on both the academic achievement and moral development of students
(O'Connor, 2012). Roles began shifting as faculty became more focused on academic
performance and less involved in the out-of-classroom experience (Hevel, 2016). In
15

response, colleges started to hire deans to supervise and oversee student behaviors
beyond the classroom (O'Connor, 2012), creating the starting point of student affairs. The
idea that students need more than just academic support in post-secondary education is
not new, but the facilitation of that support has migrated. This transition is positive as
both academic support and student service support need full attention for student success.
In 1937 The American Council on Education in their Student Personnel Point of
View encouraged educators to view college students as a whole, including more than just
their academic ability or educational experience (American Council on Education, 1937).
Three groups of individuals originally made up what we now know as the division of
student affairs – Deans of Men, Deans of Women, and Personnel (Blakney, 2015). Since
then, student affairs has evolved into overseeing areas including advising, housing and
residence life, first-year experience programs, and student activities (Chessman, 2021).
Additionally, student affairs professionals play a crucial role in enhancing students'
overall lives (Boss et al., 2018).
The organizational design of the Division of Student Affairs may vary from
campus to campus based on the institutional demographics (size, institution type), but the
mission is always closely aligned with that of the overall university (Blakney, 2015;
Garcia et al., 2021). While not exclusively a requirement, many professional student
affairs staff hold Master’s degrees centered on student development theories (Boss et al.,
2018), pushing the needle forward on student success from the classroom's peripherals.
Student affairs professionals have made strides in supporting student learning
outside of the classroom by developing residential programs around learning, student
support services, and new approaches to new students' orientation (Martin & Seifert,
16

2011) which have proven to positively contribute to student learning and development
(Martin et al., 2019). In addition, research has shown a positive connection between
activities within the student affairs purview and student success outcomes (Martin &
Seifert, 2011; Tinto 1975), academic motivation levels (Martin & Seifert, 2011), and
higher cognitive complexity levels (Kuh, 1995).
In researching student affairs and job satisfaction in the field, it is essential to
understand how staff become acquainted with the division and ultimately choose to
pursue this career (Buchanan, 2012). In a study focused on the perspectives of student
affairs professionals who left the profession conducted by Marshall et al. (2016), 84% of
the participants held a Master’s in higher education or student personnel. The student
affairs discipline is grounded in student development theories, identity development
theories, and organizational governance courses (College Student Educators
International, n.d). The education trends of student affairs professionals are relevant
because it asserts that student affairs professionals do not fall into the profession by
happenstance. In the Marshall et al. (2016) study, 60% of the participants indicated they
felt they would stay in the field of student affairs throughout their careers. While it is rare
that someone grows up wanting to be a college administrator, it is not without great
intentionality that someone achieves that goal. In a study to assess how his students
decided to pursue a career in higher education, most respondents of the survey indicated a
mentor or role model encouraged them to pursue student affairs as a career field and that
pivotal moments during their undergraduate tenure put them on a career path of student
affairs (Hunter, 1992).
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Studied in the 1980s, the field of student affairs had attrition rates of professional
staff, leaving the workforce ranging between 32% – 61% for reasons including
inadequate supervision, low pay, job satisfaction, and little room for promotion (Fried,
2014). Other studies have attributed turnover to burnout (Anderson, 2020; Lorden, 1998),
work-life balance, transitioning to a new environment, and creating a professional
identity (Rosen et al., 1980).
African American Student Affairs Professionals
African Americans have had a history of exclusion and oppression in the United
States overall but specifically in education (Blakney, 2015; Garcia et al., 2021). Although
colleges/universities are working toward a mission of greater equity and diversity, the
evident oppression in education still exists and impacts the persistence and, ultimately,
the obtainment of degrees for African American students. The same exclusion and
oppression directly affect the African American workforce in academia.
Even with African Americans' obstacles in education, more African American
professionals work at colleges and universities than ever (Hammonds, 2015). The
National Center for Education Statistics published a report of the 121,296 recorded fulltime staff under Student and Academic Affairs and other Education Services, 16,431, or
14% identified as Black (National Center for Education Statistics, 2019). Although these
numbers are progressing, African American professionals remain statistically a minority
in higher education, making it challenging to determine significant results from studies
that do not focus on them as an individual population. African American full-time
professionals make up a small percentage of the overall field. When research is general
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and aggregate, it becomes easy for marginalized voices to be lost among the majority,
further signifying the importance of this type of research.
Colleges and universities across the country have publicly committed to
increasing diversity on their campuses with students, faculty, and staff. However, there is
still a significant gap in hiring diverse faculty and staff (Hammonds, 2015). This
commitment is only impactful if college leadership also commits to understanding what
factors affect retaining the staff they seek to hire. That commitment extends to
understanding the work environment for African American professionals on college
campuses. According to one report, African American women experienced a work
environment described as "cold" and "chilly," and they had trouble finding their identity
on predominately white college campuses (Aguirre, 2000). Other research has identified
that, often for African American professionals, the work environment includes long work
hours and a lack of compensation compared to their white counterparts (Jackson, 2001).
Critical Race Theory
This study's focus on African American student affairs professionals rather than
all student affairs professionals is intentional and necessary. The lack of information on
how African Americans experience the workplace leads to a misunderstanding of
practices and how they affect marginalized groups. Originating in the 1970s by Derrick
Bell, critical race theory (CRT) studies the relationship among race, racism, and power by
questioning the very foundations of the liberal order, including equality theory, legal
reasoning, Enlightenment rationalism, and neutral principles of constitutional law
(Delgado & Stefancic, 2017). What sets critical race theory apart is its commitment to
structural and fundamental change instead of incremental, step-by-step changes.
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Basic Tenets of Critical Race Theory
There are five basic tenets of critical race theory introduced in 1970 by Delgado
and Stefancic (2012) outlined below:
•

Racism is ordinary and not aberrational, meaning that racism is a collective
experience of people of color in America. The fact that racism is ordinary also
makes it harder to challenge because there is a lack of acknowledgment of the
problem. (Delgado & Stefancic, 2012). Specifically, the notion of "color
blindness" makes it very difficult to address racism because it only allows for
blatant forms of discrimination.

•

There is no real motivation to eliminate racism because of interest
convergence. Racism advantages both White elites and working-class Whites,
leaving little incentive from the White community to eradicate it (Delgado &
Stefancic, 2017). Even more specific, it is the idea that social movement is
almost always a result of the self-interest of Whites rather than an intrinsic
desire to help people of color.

•

Social construction holds that races are products of social thought and
relations (Delgado & Stefancic, 2017). There is no correspondence to
biological or genetic reality, but rather races are categories that are invented
by society. Physical traits that may differ (skin color, hair texture) are a
minuscule portion of human genetics compared to the characteristics we have
in common. Our common characteristics such as personality, intelligence, and
moral behavior make us all distinctly human (Delgado & Stefancic, 2017).
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•

Differential racialization addresses how the dominant group racializes
different minority groups according to the majority's current needs. (Delgado
& Stefancic, 2017). These can change based on the times. For example, one
minority group may be of great use to the majority by providing cheap or free
labor. In contrast, another group may be at odds with the majority because of
foreign wars or conflicts.

•

Unique voices of color mean that individuals of minoritized racial status are
inherently presumed to be competent in matters of race and racism as opposed
to the majority (Delgado & Stefancic, 2017).

These tenets are essential in framing this study because they highlight how race can
impact the experience of marginalized groups in unique ways. Failing to draw on the
experience of people of color exclusively can produce outcomes that lack accurate
information about marginalized employees' experiences. Critical race theory allows us to
investigate racism within higher education practices, policies, and processes (Fujii, 2014).
Examining the experiences of emotional labor, emotional dissonance, and job satisfaction
through a critical race theory lens allows an accurate examination of African American
employees' experience to inform real change.
A study conducted by Levin et al. (2013) examined the experiences of African
American faculty at four community colleges in California using critical race theory and
social identity theory as a framework to understand the condition of the "double
consciousness" or "the divided self" (Levin et al., 2013). Double consciousness is a term
coined by W.E.B. DuBois in his 1897 writing, where he describes "looking at one's self
through the eyes of others" (DuBois, 1897, para. 3). DuBois (1897) describes the
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experience of being both American and Negro, and how he wishes not to Africanize his
Americanness, nor does he wish to bleach his African roots. Instead, he wants them to
coexist but finds that to be difficult (DuBois, 1897). The study conducted by Levin et al.
(2013) concluded that double consciousness was present in the faculty interviewed and
that in extreme cases, that double consciousness turned into depersonalization, leading to
a "divided self," essentially leaving their self behind while at work and only taking on
their professional persona. The concept of a divided self implies emotional dissonance
given the incongruence between the expected emotion and the faculty's naturally felt
emotion.
Criticism of Critical Race Theory
Critical race theory has also been criticized and opposed by scholars in the legal
and higher education space (Cabrera, 2018). Mike Cole (2007, 2019) has written critiques
of critical race theory and engaged in dialogue with critical race theory scholars
addressing his points of view, critiquing CRT's concept of white supremacy and the CRT
vision of the future. In an article written by Cole in collaboration with Alphesh Maisuria
(2007), they assert that race is the basis for oppression in contemporary societies rather
than social class. Taking the stance that the White race is socially constructed and
dependent on those who identify as White to place their racial interests above class,
gender, or any other identity interests. This point upends the central notion of critical race
theory that does not discriminate by social class but implies that society's embedded
racism impacts everyone who is non-white. As it relates to white supremacy, Cole notes
that the idea of whiteness, as defined by CRT, is fluid and can shift between
demographics and time means (Cole, 2019). Additionally, in the same article, Cole
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critiques the need for the term white supremacy to encompass all forms of racism instead
of just those from white supremacist hate groups. He also questions why CRT theorists
do not use a less ambiguous term such as "institutional racism" (Cole, 2019).
Emotional Labor
Universities, as service organizations to their customers, students, also have
behavioral norms outlined by the university that can include behavioral expectations. The
term emotional labor, coined by Arlie Hochschild (1983, p. 7), describes how employees
manage their emotions to remain in compliance with the expectations of their employers
(Liu et al., 2019). Service organizations often have rules related to appropriate emotional
displays of their employees (Liu et al., 2019).
Three of the strategies through which employees regulate their emotional display.
The first strategy is genuine, where the display of emotion is congruent with the
employee’s natural feelings (Parajon, 2011). Some researchers have indicated that this is
the most common form of emotional labor (Yang et al., 2019). Employees also engage in
surface acting to suppress their true feelings or engage in deep acting to change their
inner feelings to match the organizational expectations (Parajon, 2011; van Gelderen et
al., 2017). Research has shown that employees are healthier when expressing their
genuine emotions at work, less likely to become emotionally exhausted, engage more
often, and have positive attitudes toward customers (Geddes & Kruml, 2000), which are
positive outcomes for both the employee and the employer.
Studies are conflicting in their reports on emotional labor and its consequences on
both the employee and the organization, specifically that it is contingent on the
organizational climate whether those consequences are positive or negative (Parajon,
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2011). Understanding emotional labor better equips leadership, in this case, higher
education administrators, to understand human capital, public performance, and citizen
responsiveness (Hsieh et al., 2011). Hochschild (1983) also describes emotional work as
the employee suppressing their true feelings to display the desired emotional response.
The difference between the two is who is regulating the emotional display. If it is the
organization, it would be emotional labor; if it is the employee, it is emotional work
(Parajon, 2011). Additionally, understanding that there are cultural contexts that are
relevant to how people experience emotional labor, there have been culturally specific
scales created to measure the concept (Yang et al., 2019), and researchers have
recognized that cultural differences in work emotions are critical (Grandey et al., 2005)
Surface Acting and Deep Acting
Employees utilize strategies to perform an organization's desired and expected
emotions identified as surface acting and deep acting (Hochschild, 1983). Surface acting
is described as a "response-focused strategy," meaning the employee is working through
the emotional labor of displaying the desired emotion superficially but not changing their
personal feelings creating an unresolved dissonance (Grandey, 2000; Judge et al., 2009;
Mesmer-Magnus et al., 2011). Because the employee's feelings are unchanged, surface
acting can often come across to stakeholders as disingenuous, resulting in a negative
impact on the service delivered (van Gelderen et al., 2017). Additionally, Pugh et al.
(2011) found a negative relationship between job satisfaction and surface acting due to
emotional exhaustion. On the other hand, surface acting also correlated positively with
emotional exhaustion, given the emotional inertia required on the employee (van
Gelderen et al., 2017).
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If an employee works to modify their own emotions to align their internal
experience with their external expected display of emotion, they engage in deep acting
(Judge et al., 2009). In this instance, the employee believes the expected emotions are
their own and eventually changes their feelings to match those of the organization
(Parajon, 2011), similar to professional actors and actresses who take on their character's
persona as a form of method acting. There are both positive and negative consequences
of deep acting. Positively, deep acting can cause less emotional dissonance because of the
eventual alignment of the employee's feelings and the desired emotions. However,
negatively, employees may lose touch with their true feelings and emotions. Additionally,
deep acting can be beneficial to overall effectiveness if the employee engages in the
strategy before fulfilling primary work goals (van Gelderen et al., 2017)
Emotional Labor Impact on Employee Well-Being
Previous research focused on emotional labor and the stakeholders or customers
involved, but there is also a need to focus on the impact on the employee. Both burnout
and job satisfaction correlate to emotional labor, whether it be surface or deep acting.
Burnout is a severe psychological and physical response to prolonged stress and
frustration, which frequently occurs from emotional labor (Maslach et al., 1986). Three
components make up burnout, which include emotional exhaustion, depersonalization,
and reduced personal accomplishment. All of which can connect to surface acting
because of the inauthenticity resulting in detached feelings of not just one's self but also
the feelings of others (Yang et al., 2019). Burnout is less likely to occur due to deep
acting because there is less connection to emotional exhaustion, and the employee is
more likely to feel as though their performance is effective.
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The emotional discrepancy in surface acting can lead to discomfort and job stress,
resulting in job dissatisfaction (Zapf, 2002). Previous studies show that continual
interaction with those expressing fake emotions could result in stress and frustration,
essential elements of job dissatisfaction (Hochschild, 1983). Conversely, when
employees are engaged in deep acting, they experience congruence with true feelings and
emotional displays, increasing job satisfaction and increasingly eliciting positive
feedback from the customer, further increasing job satisfaction (Yang et al., 2019).
Mixed Research Results
Previous studies have shown both positive and negative effects of emotional labor
on the employee (Grandey, 2000). While studies have concluded that emotional labor can
lead to burnout (Hochschild, 1983), research also shows that surface acting can protect
employees from burnout (Parajon, 2011). Van Gelderen et al. (2017) found that deep
acting positively relates to service performance while surface acting has a negative
relationship. A comparable study conducted in Japan and the United States concluded a
strong negative effect on job satisfaction when surface acting was present that differed in
strength between the two countries (Walsh et al., 2019). Other research asserts that
emotional labor can be positive when employees see it as self-beneficial (Parajon, 2011)
or when employees have the autonomy to control their emotional display (Wharton,
1999). In addition to a positive correlation with job satisfaction (Brotheridge & Grandey,
2002), emotional labor can improve performance, resulting in high-quality service
(Grandey, 2000).
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Emotional Dissonance
While there is no working psychological definition for emotional dissonance, this
study has operationalized the definitions as the discrepancy between the felt emotion and
the display of emotion required by working (Payne, 2013). There are both consistencies
and inconsistencies between emotional dissonance and cognitive dissonance theory (Pugh
et al., 2011). Cognitive dissonance has relied on the lack of an essential aspect to one's
self to result in a negative outcome (Pugh et al., 2011). Still, when there is a clear and
sufficient justification for dissonant cognition, people will tolerate cognitive
inconsistency (Steele & Liu, 1983). Emotional dissonance can also be a byproduct of
prolonged surface acting (Van Djik & Brown, 2006) and is strongly related to burnout
(Andela & Truchot, 2016).
Researchers have argued that there are potentially damaging and positive
emotional dissonance outcomes (Payne, 2013). The contradictory outcomes result from
an inconsistency in emotional dissonance conceptualization in emotional labor research
(Pugh et al., 2011). An internal tension rises when displayed emotions are not aligned
with felt emotion, resulting in inauthenticity (Hochschild, 1983). The overarching
theoretical implication is that emotional dissonance experienced in surface acting is likely
to produce adverse outcomes such as stress, tension, and alienation when there is a threat
to self-concept and less likely when self-concept is not threatened (Pugh et al., 2011).
Pugh et al. (2011) also argue that results may differ based on how important it is for
individuals to express their authentic emotions when working. This premise is consistent
with research conducted on self-monitoring to impress others (Gangestad & Snyder,
2000).
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Previous research has focused on police officers and healthcare workers as human
service professionals (Payne, 2013) whose emotional demands required regulating their
emotions, leading to increased emotional dissonance between the displayed and felt
emotion (Bakker & Heuven, 2006). Identity plays a significant role in how and if
employees experience emotional dissonance. When an emotional experience is a threat to
one's identity, there is a feeling of dissonance (Jansz & Timmers, 2002). Although
Hochschild's theory did not speak exclusively about African American women, they still
are subject to the emotional risks of balancing self-identity and personal identity (Jasnz &
Timmers, 2002; Payne, 2013). Emotional development and cultural influence must be
considered part of African American women's ongoing identity process (Payne, 2013).
Dissonance primarily occurs at the intrapersonal part of oneself, and an imbalance of
identity can influence one's feelings.
A study conducted by Pugh et al. (2011) concluded that variables relevant to selfconcept moderate the relationship between emotional dissonance and emotional
outcomes (job satisfaction, emotional exhaustion). The variables used in Pugh et al.'s
(2011) research were the importance of authenticity and the importance of surface acting
of self-efficacy to the individual. The findings indicated that when an employee
expressed genuine emotions while interacting with customers and did not believe in their
ability to suppress their feelings, surface acting was much more likely to lead to negative
consequences (Pugh et al., 2011). Pugh et al. (2011) further concluded that dissonance in
itself is not bad but can produce adverse outcomes when threatening an individual's selfconcept or when individuals become distressed by displaying false emotions.
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There is an internal conflict the employee experiences when they cannot express
their true emotions at risk of being unprofessional, but they also cannot express the
emotion required by the organization without threatening their values which can result in
emotional exhaustion (Andela & Truchot, 2016; Jansz & Timmers, 2002). Abraham
(1999) connected emotional dissonance and organizational commitment concluding that
employees experienced duplicity when they were in direct conflict with their personal
beliefs due to conforming to organizational rules.
Job Satisfaction
Zito et al. (2018) concluded that emotional dissonance has a significant negative
relationship with job satisfaction. However, other research has shown positive and
negative links between emotional labor, emotional dissonance, and job satisfaction
(Parajon, 2011; Wharton, 1999). Given that satisfied employees are more likely to
outperform dissatisfied employees (Blatchut, 2012; Labatmediene et al., 2007) and that
job satisfaction is essential to the retainment of quality staff (Blatchut, 2012), managers
need to understand job satisfaction (Codding, 2019).
In the 1950s, studies on job satisfaction used the framework that workers were
motivated mainly by financial incentives (Blachut, 2012). Research has linked low levels
of job satisfaction to negative behaviors such as tardiness and high turnover (Blachut,
2012). In contrast, there is an association between higher job satisfaction and positive
outcomes, such as increased productivity and reduced stress (Blachut, 2012). In the 1970s
and 1980s, intrinsic factors such as having interesting work were associated with job
satisfaction, but that shifted in the early 2000s as social, political, and technological
influences changed (Blachut, 2012). Researchers now believe employees are more
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concerned with extrinsic factors contributing to their well-being, although they are
external to them personally (Blachut, 2012).
Job satisfaction as a researched subject yields complicated results. Some research
concludes that job satisfaction is psychological and influenced by one's emotional
response to their work. Other research finds job satisfaction to be a behavioral response
to external factors (Blakney, 2015). The level at which employees are satisfied can
impact their productivity and efficiency (Blachut, 2012). Additionally, job satisfaction
can lower turnover rates by increasing their overall commitment (Kuh, 1983). Job
satisfaction is increasingly important for student affairs research due to its impact on both
an employee's professional and personal life.
There are also conflicting theories in research regarding whether or not job
satisfaction should be studied by each facet or "globally," meaning an overarching
construct (Davidson, 2009). Individual aspects of job satisfaction could be any variables
such as pay, co-workers, working conditions. By not studying job satisfaction by each
facet, the researcher neglects that some aspects may have a more noticeable impact than
others (Blachut, 2012). Additionally, respondents can have conflicting feelings toward
the individual aspects of job satisfaction. For example, a respondent may be dissatisfied
with their working environment but very satisfied with their pay level (Davidson, 2009).
The lack of standardization in the facets of job satisfaction, including the number of
facets and categorization of factors, makes research difficult (Blachut, 2012).
Additionally, theories on job satisfaction do not always account for the differences
among individuals or groups of people, meaning that a positive factor for one group or
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individual may not play out the same way with another individual or group (Blachut,
2012).
There are also intrinsic and extrinsic job satisfaction factors (Davidson, 2009;
Codding, 2019). According to Lawler (1976), intrinsic factors stem from performing the
actual work, while extrinsic factors are situational and influenced by others.
Achievement, attitude toward work, and responsibility are examples of intrinsic factors,
while pay and working conditions are extrinsic factors. Global satisfaction is connected
to intrinsic factors as they are more interconnected by the commonality of the individual's
feelings toward their work. In contrast, extrinsic factors can be global and individual
because they may not be connected (Davidson, 2009).
Theories of Job Satisfaction
Content theories, situational occurrences theories, and process theories are the
three significant job satisfaction categories (Davidson, 2009). Content theories focus on
needs and values (Grunberg, 1979). Examples of content theories of job satisfaction
include Maslow's Hierarchy of Needs, Herzberg's Two Factor Theory, and Hackman and
Oldham's Job Characteristics Model (Davidson, 2009). Situational occurrences theories
argue that job satisfaction results from the interactions between different job
characteristics that are less obvious initially (Quarstein et al., 1992). These include things
like supervisor interactions and the upkeep of the facilities. There are many examples of
situational occurrence theories (Davidson, 2009), including Quarstein et al.'s (1992)
Situational Occurrences Theory of Job Satisfaction and Glisson and Durick's (1988)
Predictors of Job Satisfaction. Lastly, the Process Theories focus on the interactions
between multiple factors such as values and needs and how those individual factors
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influence overall job satisfaction (Gruneburg, 1979). Examples of Process Theories are
Vroom's Valance Expectancy Instrumentality and Lawler's Expectancy Theory Model
(Gruneburg, 1979).
Herzberg's Two Factor Theory consists of categories that Herzberg found in his
study, creating two continua for job satisfaction (Grant, 2006). The theory argues that the
factors that cause job dissatisfaction are different and separate from those that cause job
satisfaction. Furthermore, the opposite of job satisfaction and job dissatisfaction is having
no job satisfaction or having no job dissatisfaction, respectively (Blachut, 2012).
Herzberg defined motivators as aspects of the job that created positive feelings for the
employee, while hygiene factors generated negative emotions and were associated with
job dissatisfaction (Blachut, 2012). The first continuum included intrinsic factors, while
the second consisted of extrinsic factors; both continua had "job satisfaction" at one end
and "no job satisfaction" at the other. Previous research using models such as the Job
Descriptive Index (JDI) and the Job Diagnostic Survey studied job satisfaction and job
dissatisfaction as one continuum, implying that one was the opposite of the other
(Blachut, 2012). Friedlander's study in 1964 reaffirmed Herzberg's theory that job
satisfaction and job dissatisfaction were two separate constructs that should be measured
separately (Blachut, 2012). Research critical of Herzberg's two-factor theory claims it is
oversimplified and relevant to only the studied sample of accountants and engineers
(Blachut, 2012). While criticized, Herzberg's work is considered the most widely used
and respected theory on job satisfaction (Blachut, 2012; Fichter, 2010).
In 1969 the Job Descriptive Index (JDI) was created by Smith et al. (1969) as a
reliable measurement tool of job satisfaction (Fichter, 2010). Researchers sampled over
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900 respondents throughout multiple studies to create a valid and reliable means to
develop the five job satisfaction areas (pay, type of work, opportunities for promotion,
supervision, and co-workers on the job. (Smith et al., 1969). Further studies have pushed
the instrument to make changes, and later another instrument was created to compliment
the JDI called the Jobs in General scale (JIG); (Fichter, 2010).
Maslow's Hierarchy of Needs (1943, 1954) is one of the most highly used
motivational theories in organizational management and behavior with a focus on three
assumptions: unsatisfied needs impact behavior, needs range from basic to complex,
lower-level needs must be met first before meeting higher-level needs (Jones, 2020). The
needs outlined by Maslow (1943, 1954) were translated into job categories by Berl et al.
(1984) as follows:
•

Physiological needs: compensation, working conditions, office space

•

Safety needs: job security and fringe benefits

•

Love & Belongingness needs: office culture, rapport with supervisor and
colleagues, and customers

•

Self-esteem needs: supportive management, promotions, raises or merit
increases, enhanced responsibilities

•

Self-actualization needs: being challenged and developed in the role

Job Satisfaction in Education
This study must explore how job satisfaction relates to the education sector. Many
studies conducted on the job satisfaction of primary and secondary teachers focused on
determining the correlations between elements of the job and various facets of job
satisfaction (Davis & Wilson, 2000; Hurren, 2006). These studies have concluded that
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generalist teachers reported a higher level of job satisfaction than specialty teachers
report and linked longer career tenure to higher levels of job satisfaction (Davidson,
2009).
Job Satisfaction in Higher Education
Research on job satisfaction within higher education has suggested that job
satisfaction and turnover are related. (Davidson, 2009). Two models emerged from this
research, one from Rosser (2003), a model of intent to turnover, and the other from
Volkwein and Zhou (2003), a job satisfaction model. In the study conducted by Rosser
(2003), she created a model of intent to turnover by using a national sample of mid-level
institution professionals. The model showed that morale had a moderately positive impact
on intent to leave, but job satisfaction had a smaller yet negative effect. The model also
showed that minority status had a small yet negative impact on morale (Rosser & Javinar,
2003).
Job Satisfaction in Student Affairs
Related to student affairs' job satisfaction, Jessie Grant (2006) used Herzberg's
Two Factor Theory, also known as the Motivation-Hygiene Theory, to conclude student
affairs mid-level managers' job satisfaction. The study concluded that from the 477
participants, those identified as men and those identified as Caucasian had higher
satisfaction levels than women and other ethnic groups. Grant's (2006) study also
concluded that older participants were more satisfied than the younger group. Those with
more work experience were more satisfied than those with less, and those who had a
terminal degree were more satisfied than other respondents (Grant, 2006).
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The nature of some roles in student affairs that require employees to be first
responders to trauma incidents and the lack of training in dealing with those types of
situations can decrease staff job satisfaction (Chessman, 2021; Marshall et al., 2016).
Research has not been able to find a single facet of job satisfaction that decisively
impacts an employee's overall job satisfaction (Artale, 2020). There has been a focus on
pay and role stress as areas that cause low job satisfaction and employee turnover, but
research has concluded that neither has an extensive impact (Artale, 2020).
The study conducted by Volkwein and Zhou (2003) resulted in a model that
included 14 variables, seven factors, and three impacted aspects of satisfaction. The study
concluded that there were no significant differences in overall job satisfaction in the
administrative area. Still, unlike research on other workforce sectors, there was no
influence of age and gender on the results (Davidson, 2009). The study had five
categorized participants: academic affairs, student services, institutional research,
business, and human resources (Artale, 2020). The study researched job satisfaction
among student affairs professionals to find correlations between institution type and other
variables affecting job satisfaction (Artale, 2020). In addition, the study explored how
state, institutional, and personal characteristics impacted work climates and job
satisfaction (Artale, 2020). The study concluded that while institution type did not impact
job satisfaction, student services professionals scored significantly lower on extrinsic job
satisfaction factors (pay, security, working conditions) than the other categorized groups
(Artale, 2020). They also scored low on intrinsic satisfaction factors such as recognition
and autonomy (Artale, 2020). The study also concluded that workplace culture and
teamwork positively affected job satisfaction (Artale, 2020).
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Research has indicated that newer professionals have a higher level of
dissatisfaction than their more established colleagues and are more likely to leave the
student affairs profession (Mullen et al., 2018). In addition, new professionals in higher
education may experience dissatisfaction related to politicized and highly complex
institutions, making the workplace frustrating (Artale, 2020). While this study does not
focus exclusively on new professionals in student affairs, it is essential to understand how
job satisfaction and job dissatisfaction affect subgroups within the field.
Job Dissatisfaction
Job dissatisfaction occurs when an employee’s expectations are not congruent
with what they receive (Blachut, 2012). Separate from job satisfaction, job dissatisfaction
is a negative attitude developed by the employee (Blachut, 2012). Like job satisfaction,
job dissatisfaction can affect employee productivity and absenteeism (Blachut, 2012:
Codding, 2019). A 2010 research study showed that job dissatisfaction only accounts for
fewer than half of the decisions to leave a job by an employee (Allen et al., 2010). Also,
similarly to job satisfaction, there are multiple facets to job dissatisfaction, and each of
them can affect an employee differently (Blachut, 2012). Furthermore, a dissatisfied
employee may go further than just lost productivity and may engage in behaviors directly
harmful to the organization, such as striking or stealing (Blachut, 2012). One way to
combat job dissatisfaction is by checking in with staff regularly and formally using
satisfaction surveys, making managers more aware of their employees' perceptions of
satisfaction and intervening when needed (Blachut, 2012).
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Job Satisfaction and Employee Turnover
Staff turnover is expensive for an organization and can exceed the vacant
position's salary (Allen et al., 2010). In a study conducted by Blachut (2012) of 104
insurance agents, there was a significant relationship between job dissatisfaction and job
satisfaction regarding the employee's intent to stay. An employee's level of satisfaction at
a job affects their likelihood to stay with an organization (Artale, 2020).
Job satisfaction is one of the four factors that affect an individual's overall
commitment to higher education, the other's being organizational politics and work/nonwork interactions (Marshall et al., 2016). Data analysis indicates that overall job
satisfaction significantly contributes to an employee's affective commitment to the
institution (Codding, 2019), and affective commitment significantly impacts an
employee's intent to leave an organization (Lavelle et al., 2007). In a Greek higher
education system study with a sample of 134 faculty and administrators, job satisfaction
correlated positively to affected commitment, which was also considered emotional
commitment (Trivellas & Santouridis, 2016). This study defined job satisfaction as
"cognitive and affective reactions that 'results from the perception that one's job fulfills or
allows fulfillment of one's important job values" (Trivellas & Santouridis, 2016, p. 171).
The study used social exchange theory as a framework for their study to understand
workplace behavior (Codding, 2019).
As it relates to student affairs specifically, research has shown that job
dissatisfaction is a primary reason people leave the profession, along with declining
morale, work environment issues, and a negative transition from graduate school to their
professional career (Codding, 2019). Studies have determined that work environment
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(physical conditions and staff relationships), as well as work conditions (the ability to be
autonomous, creative, and challenged), are strong indicators of satisfaction (Jones, 2020).
Specific to minoritized staff, a study conducted by Johnsrud and Rosser (1999) found that
the perception of discrimination is a significant factor impacting job satisfaction.
Theory of Representative Bureaucracy
The theory of representative bureaucracy asserts that those in authority should
represent the public in terms of race, ethnicity, and sex (Bradbury & Kellough, 2011).
Donald Kingsley (1944) put forth the theory of representative bureaucracy, and then
Frederick Mosher (1968) expanded the theory to define passive and active representation.
Passive representation is merely hiring a diverse group of individuals from varying
backgrounds (Mosher, 1968). In contrast, active representation is the action and
development of processes and guidelines that reflect the needs and interests of individuals
from varying backgrounds (Saldana, 2009) by responding to the reflective populations'
needs and interests (Riccucci, 2015). Newer research has also focused on the symbolic
representation that can change the clientele' attitudes and behaviors without any action
(Gade & Wilkins, 2013). Symbolic representation adds to an agency's legitimacy
regardless of the concrete actions taken or not by the bureaucrats in question (Riccucci et
al., 2015).
Riccucci et al. (2015) conducted a study that focused on gender representation
with public officials and concluded that greater gender diversity might produce positive
outcomes for everyone in society. Scholars in this space have also asserted that there are
both direct exercises of power by minority bureaucrats and indirect effects that minorities
have on their colleagues' behaviors or the clientele that benefited marginalized groups
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(Lim, 2006). Individual's understanding of an issue is limited by their own experiences,
so when a group lacks representation, the concerns and preferences of those not
represented are not as likely to be voiced (Selden, 1997). In a study of managers in a
behavioral health treatment center, researchers concluded that employing individuals with
lived experiences resulted in both passive and active representation, increasing credibility
and trust with the patients and developing a greater understanding among others in the
bureaucracy from the perspective of the managers (Merritt et al., 2020). Additionally, an
underrepresented group's mere presence may enhance the majority group's empathy,
understanding, and responsiveness to previously excluded groups (Kranz, 1978).
As the American higher education system becomes more diverse than in the past,
having that diversity reflected in the university's administration at all levels is vital in the
same way it is vital in other forms of public service. Beyond the levels of passive
representation, empowering all staff to be active in their representation in an advocacy
role for those with whom they share an identity and those whose identity may differ from
their own. Kranz (1978) introduced the following considerations to shift toward a more
diverse and inclusive bureaucracy:
•

Expanding the number of diverse views to create a more democratic decisionmaking process related to policy creation

•

Emphasizing minority groups when improving operations and outputs from
decisions and services

•

Improve talent and development decisions

•

Increase the legitimacy of public service both symbolically and actively
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•

Promote social equity and justice to the same level as other values in public
administration paradigms

In an article written by Sadiya Akram (2017), she argues there is a lack of
literature focused on the unconscious bias of active representation in representative
bureaucracy. Akram further asserts that there needs to be a conceptual understanding of
the unconscious beyond the narrow approach existing in the literature based on cognition
or automaticity of behavior (2017). In research conducted by John Rehfuss (1986) of
California career service executives, he concluded that women and minority responses to
the open-ended questions on management ideology in the study were identical to their
male non-minority counterparts, indicating no link between passive and active
representation.
Summary
The purpose of Chapter II is to provide the needed credibility to justify the
demand of the current research (Cresswell, 2005). This chapter presents a history of
Higher Education and, more specifically, the profession of student affairs. This chapter
also outlines the existing literature on emotional labor, and emotional dissonance,
including how they affect employee turnover and the effect employee turnover has on an
organization. Ultimately, recognizing turnover affects an organization's efficiency and is
costly monetarily (Allen et al., 2010).
Chapter II also examines the way that race plays a part in all the constructs listed
above. Research has shown that African Americans do not experience the world the same
as those from other races (DuBois, 1897), and race is a part of processes and systems
across the United States (Delgado & Stefancic, 2012). The analysis of critical race theory
40

and the theory of representative bureaucracy gives credence to the existing research that
proves this point. The lack of research on African American professionals in student
affairs makes this current study necessary as higher education leaders look to recruit and
retain a staff reflective of their increasingly diverse student body
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CHAPTER III – METHODOLOGY
This study aimed to understand the experiences of emotional labor and emotional
dissonance of African American student affairs professionals at PWIs, their job
satisfaction, and if their experience with emotional labor and emotional dissonance
impact their job satisfaction. This study used the qualitative research method.
Researchers use qualitative methods when a problem or issue needs exploration because
of otherwise silenced voices (Creswell, 2013). Included in this chapter is the rationale for
a qualitative study. In addition, this chapter outlines the study's methodology, including
the research objectives, research design, instrumentation, population and sample,
sampling procedures, Institutional Review Board approval, data collection procedures,
data analysis, and trustworthiness of the study.
Research Objectives
The following research objectives guide this study to explore the experience of
emotional labor and emotional dissonance for African American student affairs
professionals and their job satisfaction. The purpose of this research is to understand their
experiences with emotional labor and emotional dissonance, their job satisfaction, and the
perceived impact their experiences of emotional labor and emotional dissonance have on
job satisfaction. The study addresses the following objectives:
RO1 – Describe the demographic characteristics of the participants, including
their gender, degree attainment, number of years in their current position, and the
number of years in the field of student affairs
RO2 – Explore African American student affairs professional's experience with
emotional labor in the workplace
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RO3 – Explore African American student affairs professional’s experience with
emotional dissonance in the workplace
RO4 – Explore African American student affairs professional’s job satisfaction
RO5 – Explore the relationship between emotional labor, emotional dissonance,
and African American student affairs professional’s job satisfaction
Research Design
This study employs a phenomenological qualitative design. According to
Creswell (2013), qualitative research starts with assumptions of a worldview, investigates
a research problem to shed light on a group's perspective about a phenomenon by
exploring the individual's lived experiences and attaching meanings to those experiences.
This study aimed to understand the participant’s experience with emotional labor and
emotional dissonance, job satisfaction, and the perceived impact of emotional labor and
emotional dissonance on job satisfaction. This study uses the hermeneutical
phenomenological approach to research which orients the participants' lived experiences
in the workplace (Cresswell, 2013). While quantitative studies dominate social and
behavioral research, Bell (2009) argues that many traditional quantitative studies do not
represent women and racial minorities’ experiences. The nuances of emotional labor and
emotional dissonance in the workplace are rooted in human behavior. Therefore, using a
quantitative method would be limiting (Payne, 2013).
The opportunity to relate the participant’s lived experiences may increase
understanding of the issue, making a qualitative approach most appropriate. According to
Angrosino and Flick (2007), real-life problems are difficult to fit into structured clinical
research because of human behavior's unpredictability. Cresswell's (2008) research
43

further confirms the rationale for this approach, arguing that a good qualitative approach
is best suited when there is an absence or little literary information about the studied
phenomenon. While the research highlights the participants' experiences in a qualitative
study, it is vital that the researcher not insert personal opinions or viewpoints into the
study, allowing themes, meanings, and patterns to emerge organically (McMillian, 2012).
Population and Sample
When conducting qualitative research, sample size can vary depending on many
factors, the most prevalent being the research purpose (Marshall & Rossman, 2016). The
researcher must be intentional about sampling decisions that could threaten the findings
(Marshall & Rossman, 2016). This study's population is African American student affairs
professionals at Predominately White Institutions (PWIs) in the United States of
America. Participants for this study have earned a Master's in Higher Education or
obtained an equivalent degree. This study's population is not specific to a region or state
within the United States. Participants can work at private, public, or for-profit
institutions.
There were 4,314 post-secondary institutions with a Title IV classification in the
2017-2018 academic year (National Center for Education Statistics, 2021). Title IV
institutions include any colleges or universities that process federal financial aid. Given
the number of institutions in the United States, it is impossible to estimate the number of
student affairs professionals that meet the study’s criteria. Given the volume of potential
participants, the researcher conducted ten interviews and concluded interviews at the
point of saturation where there was no new information shared.
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Sampling Procedures
The researcher chose the purposeful sampling technique with a criteria sampling
approach. The criteria for the sample are as follows:
•

Participants must self-identify as African American.

•

Participants must currently work full-time in the Division of Student Affairs.

•

Participants must currently work at a Predominately White Institution (PWI).

•

Participants must hold a Master's degree in Higher Education and Student
Affairs (or equivalent).

The rationale for selecting the first criterion is to ensure that the intended
population is studied. The rationale for the second criteria is to ensure that the
participants in the survey share current experiences. The rationale for the third criteria is
that participants currently working at a Predominately White Institution are likely
marginalized student affairs professionals on campus, and this study seeks to amplify
those experiences. Employees’ experiences at Historically Black Colleges and
Universities (HBCUs) or Hispanic Service Institutions (HSIs) are likely not minorities on
their campuses. The rationale for the fourth criterion is that student affairs professionals
who have completed an advanced degree in the discipline have shown a commitment to
the field and invested in their career choice of student affairs.
Sample sizes for qualitative research can be anywhere between 1–20 participants
(Lunenburg & Irby, 2008) but are ultimately dependent on the data saturation point where
redundancy occurs in the information collected, making continued data collection
unnecessary. Theoretical saturation is “the sense that any additional data collection will
result in only more of the same findings” (Marshall & Rossman, 2016, p. 229). Once the
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researcher reaches saturation, there is no more new and meaningful data from participant
interviews. This researcher reached saturation after ten participants.
The researcher used an established Facebook group exclusively dedicated to
African American student affairs professionals to recruit participants for the study. The
researcher included participants in the study in the order they confirmed their interest in
participation. There was no prioritization of participants based on any individual criteria.
Institutional Review Board
The University of Southern Mississippi's Institutional Review Board (IRB)
monitors and reviews research involving human subjects to protect their rights and
welfare. The IRB has the authority to approve, disapprove, or require modifications of
research. IRB requires confidentiality of all data collected. IRB approved this study as it
involved human subjects. The researcher submitted an application to IRB after the
dissertation committee's approval and did not collect data until IRB approved the study.
Instrumentation
This study used one-on-one semi-structured interviews. According to Berg and
Lune (2011), "when investigators are interested in understanding the perceptions of
participants or learning how participants come to attain certain meanings to phenomena
or events, interviewing provides useful means of access" (p. 115). In-depth interviews
allow the researcher to understand other people's lived experiences and make meaning of
that experience (Seidman, 2013). The researcher conducted one-on-one interviews using
semi-structured, open-ended interview questions (Appendix A) developed by the
researcher. The researcher employed the Three Interview Series (Seidman, 2013), where
the researcher interviews the participant three separate times, with each interview serving
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a specific purpose within the series. The first interview focused on life history and
consisted of nine questions. The second interview focused on the details of the experience
and consisted of twelve questions. The third interview focused on reflecting on the
meaning of the participant’s experiences and consisted of seven questions.
Using this structure helps both the researcher and the participants stay focused on
the participant’s experiences. The foundation of each detail in the interview builds on and
illuminates the next point. Each question addresses the research objectives of the study
explicitly. Table 1 outlines the research objectives mapped to the interview questions in
Appendix A.
Table 1 Research Objectives Mapped and Interview Questions
Research Objectives

Interview Questions

Interview 1
RO 1 – Describe the demographic characteristics of the
participants, including their gender, degree attainment,
number of years in their current position, and the
number of years in the field of student affairs.
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Q1, Q2, Q3, Q4, Q5,
Q6, Q7, Q8, Q9

Table 1. Continued
Interview 2
RO 1 – Describe the demographic characteristics of the
participants, including their gender, degree attainment,
number of years in their current position, and the
number of years in the field of student affairs.

Q10, Q11, Q12

RO 2 – Explore the participant's experience with
emotional labor in the workplace

Q14, Q15, Q17

RO 3 – Explore the participant's experience with
emotional dissonance in the workplace

Q13, Q16, Q17

RO4 – Explore the participant’s job satisfaction
RO5 – Explore the relationship between emotional
labor, emotional dissonance, and participant's job
satisfaction.

Q18, Q19
Q20, Q21

Interview 3
RO 2 – Explore the participant's experience with
emotional labor in the workplace.

Q22, Q23, Q24,
Q25, Q27, Q28

RO 3 – Explore the participant's experience with
emotional dissonance in the workplace.

Q22, Q23, Q24,
Q26, Q27, Q28

The researcher followed an interview script (Appendices B, C, and D) for each
interview to ensure that each participant received the same information. Still, the
interviewer asked follow-up questions where necessary. The Three Interview Series
structure provides an internal verification of consistency, accounting for idiosyncratic
days, connecting different participants' experiences, and helping make meaning of their
experience (Seidman, 2013). Each participant scheduled their interviews independent of
the others. Each interview in the series was scheduled no more than seven days apart.
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Data Collection Procedures
In qualitative research, the researcher uses an interview to understand the world
from the subject's perspective to discover the meaning in their experiences (Brinkmann &
Kvale, 2015). This study used one-on-one interviews to explore African American
student affairs professionals' experiences relative to emotional labor, emotional
dissonance, and job satisfaction. The researcher used a semi-structured interview process
with more flexibility in the questions' order and format to obtain descriptions of life from
the interviewee's perspective and interpret the meaning of a described phenomenon
(Brinkmann & Kvale, 2015).
Following the IRB approval of the study, the researcher contacted the
administrator of the Facebook group BLKSAP (Black Student Affairs Professionals)
detailing the research and requesting permission to recruit participants from the group.
The BLKSAP Facebook group has over 12,500 members. Once the administrator
approved the request, the researcher posted a call for participants directly on Facebook's
social media platform in the specified group. Appendix E illustrates the request to the
admin of the Facebook group. Appendix F illustrates the Facebook posting and the
corresponding caption to accompany the post. The posting included participation criteria
and a link where participants confirmed they met the study's qualifications and provided
their contact information. Once the participant submitted their contact information, the
researcher emailed them directly (Appendix G). The researcher’s email included an
overview of the study, and the required consent form was sent after confirmation of the
interview by the participant (Appendix H).
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There were over 100 responses to the call for participants. Twenty-one initial
participants were contacted from the recruitment link. Twelve participants completed the
first interview. The researcher discovered that two participants did not meet the study's
criteria after completing the first interview. The remaining ten participants completed all
three interviews. There was no voluntary attrition of participants in the study that
completed the first interview. Each participant was given a $10 Amazon gift card after
completion of the first interview, a $10 Amazon gift card after completion of the second
interview, and a $30 Amazon gift card after completion of the third interview for a total
of $50 for participants that completed the study in full. The two participants who only
completed the first interview before being dismissed by the researcher were also given a
$10 Amazon gift card for their participation although their interviews were not included
in the data analysis or findings.
All interviews were conducted virtually via Zoom and recorded using the Zoom
platform. Each recorded interview lasted 30–45 minutes per interview, per participant.
Both the researcher and the participants used video during the interviews. Interviewees
received code names established before the interview for confidentiality. At the start of
each interview, the researcher confirmed that the participant has received, reviewed, and
understood the informed consent form. Participants verbally confirmed the receipt of the
consent form on the recording. After each interview concluded, the researcher sent a
transcript to the participants and asked the participants to make any edits or clarify any
misinterpretations. The interviews were transcribed manually by the researcher.
Each participant completed a series of three interviews scheduled no more than
seven days apart to ensure continued participation and avoid scheduling conflicts. The
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recommended time between interviews is two to seven days (Seidman, 2013). Following
each interview, the researcher completed a reflective journal entry to acknowledge their
assumptions and check how they impacted their understanding of the data. Below is the
data collection plan.
Table 2 Data Collection Plan
Week

Task

Pre-study

•

Obtain IRB approval

1

•

Email administrators of social media platforms requesting
permission to recruit participants from their platform.

2

•

Post recruitment messages on the social media platform, including
a direct link for participants to submit contact information.

3-6

•

Begin scheduling interviews

•

Send participants an informed consent form

•

Conduct one-on-one interviews (series of 3 per participant)

•

Write reflective journal entries following each interview

•

Begin transcription of interviews

•

Send member checking email to participants, copy of transcript
included

•

Begin analyzing transcripts

7-8

•

Complete data analysis of all transcripts

9-10

•

Create a report of findings
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Data Analysis
The interview's analysis connects the participants' story and the final story told by
the researcher (Brinkmann & Kvale, 2015). Therefore, the data analysis plan must be in
place before the interviews begin and before constructing the interview questions. This
study used the Interpretive Phenomenological Analysis (IPA) methodology. The IPA
methodology organizes the data while in the collection phase and then categorizes that
data into groups. The purpose of IPA is to examine lived experiences (Smith et al., 2009),
and the researcher’s goal is to make sense of the participant making sense of their own
experiences (Smith & Osborn, 2014). IPA is also ideal when examining emotionally
laden topics, such as the topic in this study (Smith & Osborn, 2014).
First, the researcher read the interview transcripts for accuracy, and the participant
received a transcript of the interview via email to review for accuracy (Appendix J).
Having both the participant and the researcher review participant responses adds to the
validity of the study. Next, in step two, the researcher completed the initial noting of the
data, searching for the meaning of the participant’s independent responses. This step
happened independently for each participant at each interview in the series. The
researcher coded the responses using different colored pens as recommended (Smith et
al., 2009).
In step three, the researcher reviewed the transcripts for overall themes, and in
step four, the researcher connected those themes and categorized them. The
categorization of these themes is called clustering (Smith & Osborne, 2014). The
researcher may combine or eliminate themes during this step. This step requires an indepth review of the original transcripts, the notes taken, and the emerged themes.
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The fifth step is a repetition of this process for each participant. The researcher
completed the first four steps independently for each participant. Each interview in the
series was analyzed separately per participant. The final step is an overall review of the
data to identify patterns across all participants. These patterns are then clustered together
into themes deemed significant by the researcher. As Cresswell (2013) outlined, the
recommended maximum of six themes is six, but the researcher and the participant's
responses determine the final number of themes. The researcher also has the autonomy to
determine which themes and clusters seem most relevant (Smith et al., 2009). The
researcher identified ten themes in this study. Table 3 illustrates the data analysis plan
outlined above. Appendix K illustrates the methodology.
Table 3 Data Analysis Plan
Research
Objectives

Data Collected

Data Category

RO 1

Gender, degree attainment,
number of years in their
current position, number of
years in the field of student
affairs

Nominal/Ordinal Descriptive statistics

RO 2

Experience with emotional
labor

Text

Content analysis
Recurring themes

RO 3

Experience with emotional
dissonance

Text

Content analysis
Recurring themes

RO 4

Job satisfaction

Text

RO 5

Relationship between
emotional labor, emotional
dissonance, and participant's
job satisfaction.

Text

Content analysis
Recurring theme
Content analysis
Recurring theme
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Data Analysis

Role of the Researcher
In a qualitative study, the researcher's involvement in the study is inevitable.
There cannot be an absence of the interviewer's biases, but when the researcher is aware
of these biases and accepts the biases, it can be beneficial (Given, 2016). When an
interviewer's experience connects with the participants, that experience can encourage
them to continue reconstructing their own experience (Seidman, 2013). The researcher
must be careful, as oversharing can distort and distract the participant from their own
experience (Seidman, 2013). The researcher in this study identifies as African American
and has experience as a student affairs professional. The researcher was a member of the
National Association of Student Personnel Administrators (NASPA) and remains an
active member of several social media groups exclusive to African American student
affairs professionals. The researcher’s background and how it may impact their
interpretation of the participants' experiences can strengthen the study (Cresswell, 2013).
The researcher kept a reflective journal with entries following each interview.
Reflective journals allow the researcher to acknowledge their assumptions rather than
control the bias (Russell & Kelly, 2002) and are common in qualitative research
(Etherington, 2004). Reflective journals also provide an audit trail of the research process
(Jasper, 2005). In this study, the researcher's journal entries provided the opportunity to
document non-verbal cues given by the participants. The journal entries also served as a
reflective point between interviews to refresh the researcher’s memory of the previous
interview.
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Trustworthiness
Researchers conducting a qualitative study rely on trustworthiness rather than
validity and reliability to describe the credibility of the data collected (Roberts, 2010).
The methodology of this study, The Three Series Interview structure, accounts for
idiosyncratic days, connecting different participant experiences, and making meaning of
their experiences (Seidman, 2013), contributes to the trustworthiness and credibility of
the study. In addition, triangulation was achieved because the interviews were conducted
independently on separate days for each participant.
The first interview focused on the participant’s background leading up to their
current role. This interview included information about their childhood, undergraduate
experience, graduate experience, and entry into the profession of student affairs. The
purpose of this first interview is twofold. The first interview helps build trust between the
participant and the researcher to share their experiences. Additionally, the first interview
provides contextual information relevant to the narrative of the participant’s experience
in their current role. The second interview focuses on the participant's experience with
emotional labor and emotional dissonance and their job satisfaction. The third interview
makes meaning of those experiences and concludes the narrative provided by the
participant.
Additionally, the researcher and the participant engaged in member checking,
where the participant verifies their responses for accuracy, contributed to the study's
trustworthiness. The participants had two days to respond to the member checking email
with any corrections. If the participant did not respond or responded approving the
transcript, the researcher moved forward. In the one instance where the participant
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responded with corrections, the researcher edited the transcript. The member checking
process occurred before the data analysis phase.
Another strategy that the researcher implemented was journaling. The researcher
made entries into a reflective journal following each interview to acknowledge their
assumptions and biases. This process allowed the researcher to be upfront about their
biases and better understand how those could show up in the analysis. The participants
were informed before each interview that there would be note-taking. The researcher
focused their notes on their reactions to the participant's responses and the visual
observations that the researcher made not captured in the transcript. These observations
include tone, body language, and hesitation in responses.
After each interview, the researcher also wrote their initial thoughts about the interview
in the journal. Journaling allowed the research to reflect on their own experience as
student affairs professionals. The researcher noted instances where the participant’s
experiences mirrored the researcher's experience. Additionally, journaling allowed the
researcher to document the non-verbal communication from the participants, such as
rolling of the eyes when telling a story or frustrated facial expressions when speaking
about their experiences. These insights help the researcher develop a frame of
understanding and reflect on the evolving knowledge throughout the interview process
(Brinkmann & Kvale, 2015).
Limitations of the Study
Limitations in a research study are the factors that the researcher understands may
affect the study but ultimately cannot be controlled by the researcher (Roberts, 2010).
There are two limitations of this study. The first limitation is the researcher’s personal
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bias which can affect the results of a study (Smith et al., 2009). As a former student
affairs practitioner who has worked at multiple Predominately White Institutions, the
researcher is familiar with the scenarios and experiences that the participants shared. The
researcher needed to implement a strategy to check any biases or the influence of their
own experience over the participants' interpretation. To combat this, the researcher
adopted the recommendation of Cresswell (2009) to keep a reflective journal throughout
the series of interviews.
A second limitation of the study is the generalizability of the research. The
researcher interviewed 10 participants before reaching saturation throughout a three part
series. By expanding the number of participants, new themes may have emerged with
varying perspectives. A third limitation is the researcher’s inability to recruit participants
at the leadership level. The study was open to all participants that met the criteria, but the
response mostly came from entry-level professionals and no executive-level
professionals. Lastly, the researcher’s experience with conducting interviews proved to
be a limitation. As the series went forward, participants became more comfortable
sharing their experiences, and the researcher made appropriate adjustments to make the
interviews the most effective.
Summary
Chapter III outlines the study's methodology, including the research objectives,
research design, instrumentation, the role of the researcher, population and sampling,
sampling procedures, IRB approval, data collection and analysis procedures, and the
trustworthiness of the study. This study explored the experiences of emotional labor,
emotional dissonance, and job satisfaction from African American student affairs
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professionals' perspectives. The researcher recruited participants through the Facebook
social media platform. Participants were interviewed in a semi-structured format using
the interview questions in Appendix A. The participants were recorded with their
permission and were provided a copy of the interview transcript to confirm accuracy
before the data analysis began. The IPA method was used for data analysis, where the
researcher manually identified themes through coding and grouping to shape the final
findings.
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CHAPTER IV – RESULTS
The purpose of this study was to explore emotional dissonance, emotional labor,
and job satisfaction among African American Student Affairs Professionals at
Predominately White Institutions. In order to represent the marginalized experiences of
minorities in social behavior research (Bell, 2009), the researcher used a
phenomenological qualitative design. Chapter IV includes the results from the semistructured interviews conducted by the researcher. Additionally, Chapter IV includes an
outline of the data analysis process, descriptions of the participants who completed the
study, and the themes derived from the interviews with the participants.
Data Analysis
This study used the IPA methodology, which organized the data and categorized
that data into groups. IPA was used as a recommended analysis methodology to examine
lived experiences (Smith et al., 2009). The researcher used the outlined process below
(Smith et al., 2009; Smith & Osborne, 2014):
1. Read the transcripts for accuracy and email the participants a copy to confirm
their accuracy.
2. Initially, note the data coding the responses and using different colored
highlighters to illustrate themes.
3. Review the transcripts for overall themes.
4. Connect the themes outlined and categorize them by clustering.
5. Repeat each step across all participants.
Due to the researcher choosing to use the Three Interview Series methodology,
the researcher conducted three separate interviews with each participant. Each of the
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interviews were analyzed separately and then again as a complete series per participant.
The researcher transcribed each interview manually after listening closely to the audio.
Participants were emailed a copy of their transcript and given 48 hours to notify the
researcher of any inconsistencies or discrepancies in the transcription. Only one
participant reported a discrepancy within the transcript. The discrepancy was
immediately corrected and resent to the participant for verification.
The researcher then printed and re-read the verified transcripts noting themes
using colored highlighters. Each interview was tabbed with a different color as well to
notate the series of interviews. Themes were also listed with a tab on the front of each
transcript for easy recall. After step two, the transcripts were again reviewed for overall
themes, and the researcher connected those themes, grouping them into categories. The
researcher used Microsoft Excel to group the categories. First, the researcher input all of
the themes noted on the transcripts and then highlighted related categories, regrouping
them into larger clusters. The researcher concluded that ten overall categories emerged
from the interviews.
Participant Demographics
RO1 – Describe the demographic characteristics of the participants, including their
gender, degree attainment, number of years in their current position, and the number of
years in the field of student affairs.
The researcher began the first interview with demographic questions to gain an
understanding of each participant's profiles. Each participant is an African American
student affairs professional at a Predominately White Institution. Each participant also
had a Master’s degree in Higher Education Student Affairs or an equivalent. The
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participants self-disclosed their answers to the demographic questions. Each participant
was given a pseudonym to maintain their confidentiality. The following summaries
outline the demographics of the participants.
Table 4 Participant Demographics
Participant

Gender

Years in Student Affairs

Time at Institution

Alex
Blair
Casey
Dakota
Emery
Frankie
Gale
Harper
Izra
Jamie

Female
Female
Female
Female
Female
Female
Male
Female
Female
Female

4
6
3
14
5
4
5
5
5
5

< 1 year
< 1 year
< 1 year
1 – 3 years
1 – 3 years
1 – 3 years
4 – 6 years
1 –3 years
> 7 years
1 –3 years

Themes
Participants in this study answered questions throughout three semi-structured
interviews focused on their experiences at the Predominately White Institutions where
they work, emotional labor, emotional dissonance, and job satisfaction. Using the IPA
methodology, ten themes emerged from the analysis of the transcribed interviews. Those
themes are illustrated in Figure 2 and listed as follows:
1. Exposure to higher education
2. Impactful college experience
3. Suppressed feelings
4. Lack of understanding or acknowledgment of concerns impacting African
American students and staff
5. Pay impacts job satisfaction
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6. Personnel impacts job satisfaction
7. Emotional labor and emotional dissonance impact job satisfaction
8. Lack of access to other African American professionals on campus
9. African American staff providing additional support for African American
students
10. Misaligned expectations of student affairs as a profession
Figure 2. Illustration of Themes

Themes Associated with Participant Backgrounds
One aim of the first research objective is to understand the participant’s
background and demographic information. The researcher asked each participant semistructured interview questions over a three-series interview, the first focusing on their
background and experiences leading up to their current role as a student affairs
professional. Based on the participants' responses, two themes emerged—the participants'
exposure to higher education and the impactful college experience of the participants.
Seven participants noted their familiarity with college and intentionality to further their
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education beyond high school. All ten participants noted their involvement as
undergraduates or the impact other higher education professionals made during their
undergraduate experience as impactful to their decision to pursue student affairs as a
career choice.
Theme 1. Exposure to higher education. When asked about the participant’s
background leading up to them attending college as an undergraduate, seven of the ten
participants noted they were introduced to college early in their lives and that college was
an expected next step after high school. It was clear that there was thought and
intentionality on both the participants and their families to ensure they were successful in
college. They described their experiences as follows:
•

So, I went to [x] University, which is a small HBCU in [x]. My parents really
encouraged that because a lot of my family members went there. It’s also where
my dad went to school after he left the military. So, I went to school there. (Alex)

•

So, I say all that to say it was like, definitely growing up; it was like college was
your next step. We are an educated family, so when you grow up, you’re going to
continue on to be educated. (Casey)

•

So, I think definitely being exposed to college young, like at a young age, sparked
my love for like working with college students and working in higher education in
general. (Dakota)

•

When I was thinking about college, honestly, college, not going to college was
not an option for me, like it was the only choice that I really had, and that’s just
kind of what my family always knew I was going to do. (Frankie)
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•

It was always told to me that I was going to go to college. It wasn’t much of a
choice. It was like if you didn’t go to college, you had to find something else to
do. (Gale)

•

I’ve always been obsessed with College. I’ve been talking about colleges since I
was in Kindergarten (Harper)

•

I honestly, I think I knew I was going to college before I even knew what high
school I was going to. (Izra)
Theme 2. Impactful college experience. All 10 participants shared that their

undergraduate experience was impactful to them and influenced them to pursue higher
education as a career choice. Through their involvement on campus, or their desire to
model higher education professionals at their institution, they were inspired to change
their career trajectory and pursue student affairs post-graduation. They described their
experiences as follows:
•

And, having conversations with [x] to like going to sit in the VPSAs office and
having conversations with her, I was like, wow, all of these people have higher
education backgrounds, and I really like them. I like what they teach me. This is
what I want to get into. (Alex)

•

I was involved, I took advantage of every opportunity that was awarded to me,
especially as a first gen[eration student]. I was involved in a lot of clubs, student
organizations, and student government. When I was in undergrad, our student
activities supervisor left, and I was just like, I am going to hurry up and graduate
and apply for his job. (Blair)
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•

And then, in college, I did a lot of different internships. I worked with our offcampus living and community partnerships. So, I loved doing that. Got involved
in Greek life. So, all those things, I was like, how do I continue? So, from going
to college and being super involved is what lead me to being in student affairs.
(Casey)

•

I was also in band…and still sort of being involved outside of the classroom.
Definitely got involved in Greek Life and also became an RA that semester.
(Dakota)

•

And so, I joined NUFP (NASPA Undergraduate Fellows Program) through
NASPA (National Association of Student Personnel Administrators) and got to go
to some conferences and shadow. And really see the connection of how early we
get students so we can intervene in the shaping of or empowerment of them.
(Emery)

•

Even though I did go to an HBCU, I will say that the professors that I had and the
student affairs professionals that I was able to interact with definitely pushed me
out of my comfort zone, which is definitely something that I now know that I
need being in this field. Due to my race and gender, there aren’t a lot like me, so I
know how important it is to see someone who looks like me doing something that
I may want to do later in the future. (Frankie)

•

And my mentors and advisors in different clubs and organizations I was a part of,
and the influence they had on me was something that I really enjoy. Then the
effect they had on me and even being able to do that on a minor scale with some
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of the underclassmen or first-year students and sophomores, being able to return
that was what influenced me to go back to school. (Gale)
•

Yeah, I’m heavily involved in Greek Life. Again, another big component to what
informed what I knew as student affairs in the college experience, but I really
wanted to replicate that somewhere. At least get something similar. (Harper)

•

I was pretty involved in college. I was a resident assistant for two years. I was a
part of the student conduct board, so my undergraduate experience had a really
big impact on what I did afterward also because I kind of like, I think I went into
college thinking I was going to enter the workforce immediately after but after
spending four years in different roles I decided to go after my Master’s degree.
(Izra)

•

I didn’t know if it would be a good fit to the point where I almost ended up
dropping out, and there was one student affairs professional who was the VP of
Student Affairs, and she took me under her wing. (Jamie)
Themes Associated with Emotional Labor and Emotional Dissonance
The second research objective explored the participant’s experience with

emotional labor in the workplace. The researcher asked semi-structured interview
questions about their experience with surface acting and deep acting to understand their
experience with emotional labor. Only four participants responded that they had
experienced deep acting, defined as cognitively altering one’s feelings to promote
organizational effectiveness (van Gelderen et al., 2017). Given that less than half of the
participants had this experience, it is not a theme in this research study. However, all ten
of the participants responded that they had experience with surface acting. Surface acting
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is an emotional labor strategy defined as when an employee superficially displays a false
emotion without any effort to change their true feelings (Grandey, 2000; Judge et al.,
2009).
The third research objective explored the participant’s experience with emotional
dissonance in the workplace, which can occur due to surface acting. Emotional
dissonance is the discrepancy between authentic emotions and the displayed emotions
deemed appropriate within the workplace (Payne, 2013). Nine of ten participants
affirmed that they experienced emotional dissonance in the workplace. Two themes
emerged from the participant responses about emotional labor and emotional dissonance.
The first being participants were suppressing their feelings at work, and the second being
the lack of understanding or acknowledgment of concerns impacting African American
student affairs professionals and students.
Theme 3. Suppressed feelings. Seven participants provided examples of emotional
labor and emotional dissonance that involved suppressing their true feelings as a means
of conflict avoidance. The participants managed feelings of anger, sadness, aggravation,
and frustration. The participants recalled maintaining an outwardly neutral facial and
bodily display to avoid misinterpretation of their feelings or stereotypes of anger and
aggressiveness attributed to African Americans. They described their experiences as
follows:
•

And so, in that moment, I have to act like calm and cool and collected or even
happy because he can see my face. But inside, I’m screaming because this is
completely unprofessional, completely uncaring. (Alex)
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•

So, one thing that I’m very cautious of…so Black women, we get the angry Black
woman, you know. We’re not allowed to be angry even if we are angry…So, I
always have to, you know…I’m not really upset when I’m truly upset. (Blair)

•

At this point, and my supervisor knew that I was not going to be happy with the
decision and I think at this point, I’m just like, ok, I just need to go along to get
along with respect to this. (Dakota)

•

Because I know my face says a lot when I’m aggravated, and so I’m just a lot of
times, I try to give nothing. Because people will take it another way…so I try to
look plain, I guess. (Emery)

•

The false emotion, I think, is one of frustration. It’s a false emotion, just being
frustrated for the clear lack of understanding of leadership’s role and
things…where in reality, part of it is amusement at some of the things that have
been coming up that I’ve been saying over the last 9 months. (Gale)

•

We were talking about where some of our students come from, what schools they
come from. And they put up pictures of schools in [city X] that have been closed
for years. They were abandoned buildings. And it made me uncomfortable
because it’s like you wanted, what you were really saying is we’re going to these
terrible neighborhoods, but you’re showing pictures of places that you don’t go to.
You’re only showing the bad side, but then bringing that up, I was the only person
that felt like that. But of course, I’m the only person from, from these
communities, from these neighborhoods, but I had to kind of back down because
everyone else kind of saw it as me just picking something to be angry about.
(Izra)
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•

This person was just like trying to ruin my life…but yes, I had to always put on
the bigger pants and apologize for things that maybe I shouldn’t be apologizing
for because this person made it a priority for me to look bad and that, that’s not
who I am. (Jamie)
Theme 4. Lack of understanding or acknowledgment of concerns impacting

African American students and staff. In describing the participant’s experiences with
emotional labor and emotional dissonance, seven participants spoke to the disconnect
between their expectations of the institution's acknowledgment of issues affecting
African American students and staff or their lack of understanding about what those
issues are. Their responses are as follows:
•

Not that it solves the issue, but at least you say, hey, I know there’s a lot going on
in the world right now. Hey, I know it might be affecting our Black, Brown,
Queer people in the workplace; let me address it, so they know they are
supported. (Alex)

•

At my previous institution, like I say, the black students were very much more
involved than anyone everyone else, but and everyone knew that they just didn’t
care to make them feel more welcome. Like, they just behaved rudely and made
rude comments [to the students]. (Blair)

•

And so I feel like at this point, I don’t think the college is really taking COVID as
seriously as it should have considering its impact on Black and Brown
communities. Considering that [we] primarily serve a number of Black and
Brown folks, even though leadership doesn’t mirror the students that it serves.
(Dakota)
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•

But also, all this stuff is going on [racial tension with the police], and this is a
Black student, and you want me to call UPD on them. I was, I was upset, I was
frustrated. (Emery)

•

Our Vice President of Student Affairs is a white male, and I was like, it’s not
helpful if he’s up there talking about race to Black students because he’s never
had those lived experiences like that doesn’t make sense. (Frankie)

•

This is my first time having a non-supervisor of color, and she’s been my
supervisor for the last three years. But the conversations that I’ve been able to
have with past supervisors of color, it was easier, right? We had this immediate
acknowledgment of what emotionally I was dealing with…those conversations
don’t happen as easily. (Gale)

•

So. my department hired an independent student affairs group to come do a DEI
training. And it was ok…and I think my department leadership expected for
everyone to feel full…and in that specific time, it was not enough. It was not
adequate. It did not help. I was not excited. I was not pleased. (Harper)
Themes Associated with Job Satisfaction
The fourth research objective explores the participant’s job satisfaction. The

researcher asked participants three questions related to their job satisfaction. The
questions included ranking their job satisfaction, the factors they consider when
determining their job satisfaction, and whether or not their experiences with emotional
labor and emotional dissonance affected their job satisfaction. Participants ranked their
job satisfaction using the following metrics; very satisfied, satisfied, somewhat satisfied,
not satisfied. Illustrated in Table 5 are their responses. Only one participant indicated
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they were very satisfied with their job. Three participants indicated they were somewhat
satisfied, and six participants indicated they were satisfied with their job. None of the
participants said they were not satisfied.
Three themes emerged from the factors that participants considered when
determining their job satisfaction. The factors included pay, personnel, emotional labor
and emotional dissonance. Outlined in Table 6 are all of the factors mentioned by
participants and the number of participants who mentioned them. Participants could name
as many factors as they chose in response to the question, and many participants
indicated more than one factor.
Table 5. Job Satisfaction Responses
Job Satisfaction Rating

Number of Participants

Very Satisfied
Satisfied
Somewhat Satisfied
Not Satisfied

1
6
3
0

Table 6. Factors Impacting Job Satisfaction Responses
Factors Impacting Job Satisfaction

Number of Participants

Engagement on campus
Employer who cares
Living conditions
Organization of the institution
Nepotism
Competency of leadership
Location
Being listened to
Challenge of work
Autonomy of work
Accessibility
Opportunity for growth

1
1
1
1
1
1
1
1
1
1
1
3
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Table 6. Continued
External partnerships
Pay
Personnel
Supervisor
Diversity on campus
Relationships with colleagues
Relationships and impact on students
Emotional Labor and Emotional
Dissonance

1
7
8
2
3
5
4
8

Theme 5. Pay impacts satisfaction. Seven participants indicated that pay and overall
compensation was a factor in considering their job satisfaction. Two of those seven
participants indicated that they were satisfied with their pay, contributing to their overall
job satisfaction. The other five participants indicated that they were dissatisfied with their
pay, which lowered their job satisfaction, even if not dissatisfied overall. None of the
participants indicated their attitude on pay resulted from racial disparities. Five
participants did not elaborate on their attitudes toward pay. The two participants who did
elaborate responses are as follows:
•

I think when rating my job satisfaction, one thing I consider is pay. I don’t think
the pay scale for persons with a terminal degree. I don’t think they’re appropriate.
(Dakota)

•

So, one of the pros of being here is, I think in this particular position…we are paid
at the highest level of the state. I don’t think you can find another institution in (x
region) that’ll pay this amount. So that definitely contributes to my satisfaction
overall. (Harper)
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Theme 6. Personnel impacts job satisfaction. Eight participants mentioned at least
one of the following factors related to personnel as impactful to their job satisfaction.
Two participants spoke explicitly about their relationship with their supervisor. Three
participants indicated that diversity within the institution contributed to their job
satisfaction, and five participants indicated that their coworkers and colleagues were
impactful to their job satisfaction. Four participants did not elaborate on the impact
personnel had on their job satisfaction. The remaining participants four participants
responses are as follows:
•

I want to be in like I want to be in a diverse environment. I don’t have a problem
being the minority, but I don’t want to be the only black person all of the time. I
also don’t want to be in, well, I don’t know that I don’t want to be, but I’ve never
been in an all Black environment, but I just know like I prefer, you know, like a
more diverse environment. (Blair)

•

[In response to which factors do you consider when rating your job satisfaction]
Pay, location, access to other people that are Black and Brown and not, you know,
not closed off. (Emery)

•

I have excellent coworkers, like peer coworkers…so those are the things I
measure. (Harper)

•

So internal meaning that the connections that I can make on-campus (Jamie)
Theme 7. Emotional labor and emotional dissonance impact satisfaction. The

researcher asked participants if their experiences with emotional labor and emotional
dissonance impacted their job satisfaction during the second interview. Eight of the ten
participants affirmed that the examples they gave impacted their overall job satisfaction.
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Four of the participants did not elaborate on how their experience with emotional labor
and emotional dissonance impacted their job satisfaction. The remaining four
participant’s responses are as follows:
•

Yea, I think they all impacted it. I think it really made me determine whether or
not I want to be in this position long-term or in higher ed long term. It’s made me
not resent my job, but not be the happiest I could be in a job. (Alex)

•

They are the reason I don’t look for satisfaction within a job now. (Emery)

•

[It] impacts my job satisfaction because I always have to be the spokesperson. I
can never just be a spokesperson for myself. (Izra)

•

I mean, I wanted to quit…I actually had another job offer and was going to go
back, but just the timing wasn’t right. (Jamie)
Themes Associated with Workplace Experience
Throughout the three interviews, the researcher asked questions about the

participant’s overall experience as African American student affairs professionals at
Predominately White Institutions. From their narratives, three themes emerged; lack of
access to other African American Student Affairs professionals on campus, African
American staff provide necessary additional support specifically for African American
students, misaligned expectations of student affairs.
Theme 8. Lack of access to other African American professionals on campus. As
noted in theme six, it was impactful to the participant’s job satisfaction to be in a diverse
work environment. However, eight of the ten participants indicated that within their
department or even in some cases, in their division, they were the only African American
staff member. This theme also extends beyond the participant’s current position at
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previous institutions where they have worked. The participant’s responses were as
follows:
•

[Speaking of an experience at a previous institution] So, being one of the only
black women that worked there was very challenging for me. I remember I asked
her like…am I allowed to wear braids to work? So, it was very different. (Alex)

•

[Speaking of an experience at a previous institution] So, I was the only person of
color working in my office, but all the students I advised were black. All the
students flocked towards me, because they were like, oh my God, we have
someone else who is like, that looks like them on campus. (Blair)

•

Again, I’m the only woman of color here. I’m the only person of color pro staff
here in my department…I think I’ve helped switch things up in a positive way.
Because again, I know a couple of years ago they had another Black pro staff
member, but again that was a couple of years ago. Most of the staff here is white,
so it’s kind of like I came in, it’s like a breath of fresh air.

•

So, we [African American professionals] rarely get to talk about that because our
Department in itself has been so great and strategic at dividing us and making sure
we have no time that we can connect and share notes on our experiences and
what’s going on. And so, when we do get to talk, we realize, like, ok, we are
going through the same things. (Ezra)

•

I am the only African American person on my staff. Because we are a PWI, we
also don’t have a lot of Black students, so I would say that sometimes I feel as
though I’m the voice for everybody when other people on my staff don’t
necessarily have to deal with that if that makes sense. (Frankie)
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•

So, I don’t think anyone has acknowledged, I’m the only Black professional in
this Department, outside of this Department. (Harper)

•

I’m one of maybe four Black people. (Izra)

•

So, when I first got here, I’m the only African American in my department. So…I
was kind of dealing with a lot of microaggressions here and there. (Jamie)
Theme 9. African American staff provide necessary additional support for African

American students. Of the ten participants, eight acknowledged how they support African
American students specifically and, in some cases, how that is an expectation of their
role. Each of the participants spoke about this part of their job positively and was very
aware of the positive impact on African American students at the institutions they work.
Their responses were as follows:
•

I grew more of a passion to work at a PWI as opposed to an HBCU. I was like, I
want to work at an HBCU, I want to do this, I want to do that. But I think there’s
so many students like myself that need support at PWIs and so I lean in more.
Even though it makes me uncomfortable, I guess I kind of feel like I have a
mission to help those students that work at a PWI if that makes sense. (Blair)

•

. My student staff members were like, we were so happy you were coming. The
ones of color…it’s like I can connect with them and they feel seen. (Casey)

•

I was told that there were students look like me that needed my help. I mean it
aids in retention, it aids especially for, for Black students, it gives them the
support they need on campus, especially in some of our roles. But we don’t get
the support to do that, and they don’t consider it a job or even a task that we take
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on. Like it’s not a check box on my job description, but it’s something that I do
and that people know I do. (Ezra)
•

[Speaking about students that look like them] Having students look at me now
and be like, wow because of you, like I’m able to achieve different things, and
having a sounding board. (Frankie)

•

As a Black professional, I need to, I hate to say this, I need to come across as not
threatening to white students and as welcoming, whereas being seen as down for
the cause, as a way of saying it, to black students and students of color. (Gale)

•

I show up where I can, in spaces that I create or welcomed in, that’s where I show
up. My students who look like me who understand what that means for them, they
come to me. (Harper)

•

I would say that I think I’ve always been very focused on helping people that look
like me, or that come from places like me, but it was always more of like an
academic thing, like I wanted them to succeed academically. Now, even outside
of work, I’m making sure that other Black students and Black employees are
emotionally ok. (Izra)

•

Students see me as their role model because they’re like, ok, there’s an African
American working here like I can totally talk to her. (Jamie)
Theme 10. Misaligned expectations of student affairs as a profession. As

participants talked about their experiences in student affairs throughout the three
interviews, seven of the ten participants indicated that student affairs is not the utopia that
it presents itself to be. Whether it be not supporting staff of color in the same ways
students are supported, not taking the initiative in addressing controversial issues of race,
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or simply not upholding the standards of inclusivity it promotes, many of the participants
saw an incongruency in expectations vs. reality. Their responses were as follows:
•

I just wish that our administrative leaders would take the initiative to check in on
people and at least acknowledge these things that are going on. And I know that
things are going on every day, so it might seem impossible to address everything,
but just this sense of acknowledgment, would’ve definitely helped me feel more
supported in the workplace and more motivated to do things. (Alex)

•

So, when we first think about it, we don’t see it as a Corporation or business, but
it is. And now that I’ve taken out the idea that this is a utopia of developing
students where we all get to blend in and make people’s lives better, it’s really a
microcosm of what the world looks like for, for minorities and minoritized
individuals. And so it’s just shown me that there is no perfect process in education
too because it is still ridden with inequalities and racism. (Ezra)

•

We don’t necessarily always put the staff members who interact with the students
that we want to put first, first. (Frankie)

•

Everyone is all keen to talk about Black students and how we can support them,
but not talking about their Black peers. (Gale)

•

My assumption is that if you are in Student Affairs or whatever side of the house
of the university system that you are on, that you value learning, you value
education, you respect people, you know, I don’t know, you think. And in this
specific role, and others, to be clear, beyond this institution and maybe a past one,
disappointed is just the most appropriate term. (Harper)
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•

Obviously, at times I think it makes me feel a little disconnected with my
institution. There are times where I kind of expect them to take the lead or say
something or address the things that are going on that I know that they are aware
of and kind of being met with silence. And it kind of just makes me feel
disconnected from where I work. (Izra)

•

It’s, it’s rough. It is extremely rough. They say they’re committed to diversity, but
we have a lot of work to do. (Jamie)
Summary
Chapter IV details the analysis approach for the data collected in this study, the

researcher’s tactics to ensure trustworthiness, and the clustered themes that emerged from
the researcher's one-on-one semi-structured interviews. The included interview excerpts
and frequency tables also provide additional context to the emerged themes. Finally,
Chapter IV includes a table to illustrate the themes with the corresponding related
research objectives. Chapter V provides recommendations for further research,
conclusions from the data, and the researcher’s interpretation of the data collected.
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CHAPTER V – CONCLUSION
The purpose of this study was to explore African American student affairs
professionals at predominately white institution's experience with emotional labor and
emotional dissonance, explore their job satisfaction, and explore if emotional dissonance
and emotional labor impact their job satisfaction. The first four chapters of the study
detailed the background, laid the foundation for the study, provided a literature review to
support the need for the study, outlined the research methodology and procedures, and
presented the data collected from the one-on-one semi-structured interviews. Chapter V
includes the findings, conclusions, and recommendations.
Summary of the Study
The purpose of this study is to explore the experience of emotional labor, and
emotional dissonance among African American student affairs professionals at
Predominately White Institutions, their job satisfaction, and the perceived impact
emotional labor and emotional dissonance have on their job satisfaction. Participants
completed three semi-structured interviews with the researcher guided by the study’s
research objectives.
The researcher utilized a Facebook group, BLKSAP, consisting of African
American student affairs professionals with over 12,500 members to recruit participants
for the study. With the permission of the group’s administrators, the researcher posted a
call for participants on the main page. The researcher also planned to offer participants
the opportunity to recommend additional participants for the study, but that was
unnecessary given the volume of initial respondents to the call for participation.
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Ultimately, the study consisted of ten African American student affairs professionals
currently working at Predominately White Institutions.
The data analysis followed the IPA methodology and yielded ten themes from the
participant responses. There were two themes associated with the participant's
background, two themes associated with emotional labor and emotional dissonance, three
themes associated with participant’s job satisfaction, and three themes associated with the
overall experience of African American student affairs professionals.
Findings, Conclusion, and Recommendations
The researcher determined three findings from the emergent themes in the
participant narratives. The findings were as follows:
•

Finding 1: The presence of African American student affairs professionals results
in unique support for African American students and a support mechanism for
other African American student affairs professionals.

•

Finding 2: Emotional labor and emotional dissonance are a part of the experience
of African American student affairs professionals and negatively impact their job
satisfaction.

•

Finding 3: Misalignment exists between the expectation of student affairs as a
career field and the reality of African American professional's experiences in the
field.

Finding 1: The presence of African American student affairs professionals results in
unique support for African American students and a support mechanism for other African
American student affairs professionals.
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Through the narratives shared by the participants, the presence of African
American student affairs professionals was significant not only for students but also for
other African American staff on campus. However, another emergent theme was the lack
of access to other African American professionals. Whether this was a result of them
being the “only one” or “one of few” within the department or division, or the feeling of
intentional separation from other African American professionals, the participants were
clear that there was a sense of isolation at their institution from others who share their
identity. Additionally, participants indicated that students who share their racial identity
gravitate toward them as a safe haven on campus. Thus, the presence of African
American student affairs professionals benefits the students but also contributes to the
workload that African American student affairs professionals are carrying without formal
recognition.
Conclusion. The environment created for students by African American student
affairs professionals can increase student success as previous research positively
correlates social involvement for students with persistence (Tinto, 1975). In addition,
participants recalled students gravitating toward them, leading to increased student
involvement and engagement. Finally, participants also recalled student’s positive
reactions to their presence, often being the only African American student affairs
professional in the department or division.
One tenet of critical race theory asserts that the individuals of minoritized racial
status are presumed inherently more competent on matters of race (Delgado & Stefancic,
2017). The unique voice that African American professionals, even if only presumed,
provide results in both formal and informal work assignments that are not always
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recognized. Participants describe feeling they need to serve as a spokesperson for
everyone who shares their identity, having work projects assigned to them presumably
because they center on diversity or African American culture, and managing
microaggressions directed at students and staff. These experiences are work-intensive but
rarely included in their outlined responsibilities.
Recommendation. Student Affairs departments should recognize the informal
work placed on African American student affairs professionals. The value provided by
having African American staff for students who share their identity is evident through the
narratives provided by the participants. Departmental leadership should devise a
mechanism for African American student affairs professionals to track the informal
support they provide for minority students to capture the proportion of time they dedicate
to this area. Once tracked, leadership can advise ways to ensure their workload does not
become overbearing.
Additionally, the department should consistently check the biases present when
assigning formal work projects to avoid assigning projects based on a perceived
competency tied to race. The presumption that African American professionals are more
competent in areas of race can lead to an uneven workload between African American
professionals and their White counterparts. A formalized tracking process for these types
of projects would be helpful in identifying trends and proactively evenly distributing the
workload.
To alleviate the isolation described by the participants, institutions should provide
opportunities for African American student affairs professionals to connect with others
who share their identity. This should be an initiative at every level of the institution
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including within the department, across the division, and throughout the university.
Creating these spaces removes the burden of being the “only one” and the need to be the
authoritative voice on African American issues. In addition to creating these spaces,
institutions must also recruit and retain African American student affairs professionals.
Increasing African American retrention will also aid in having more diverse and
representative leadership at the departmental and divisional levels.
Finding 2. Emotional labor and emotional dissonance are a part of the experience of
African American student affairs professionals and negatively impact their job
satisfaction.
Participants recounted both emotional labor through the mechanism of surface
acting and emotional dissonance overwhelmingly. Participants described suppressing
their feelings of frustration, anger, and sadness to avoid conflict or misrepresentation of
emotions. Many participants described wanting to avoid being stereotyped as angry or
adjusting their behavior to be more palatable for non-Black students and staff.
Participants also describe the lack of understanding or concern for issues uniquely
affecting African American students and staff both in and outside the campus
community. Dissonance experienced by the participants related to the institution
addressing the needs of African American students and staff.
Conclusion. Studies have asserted that surface acting can protect themselves from
burnout (Parajon, 2011), but it can also negatively affect service performance (van
Gelderen et al., 2017). Participants mainly describe incidents with their coworkers, not
customers (students). However, the inability for staff to fully express their authentic
emotion coupled with the emotional dissonance experienced can pose adverse outcomes
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such as stress, tension, alienation could be present primarily when there is no threat of
self-concept (Pugh et al., 2011).
The fear participants have of misrepresentation and being stereotyped is
embedded into their experience. Participants understood that the perception of their
actions could be biased, resulting in negative consequences. In some cases, this
understanding was born from their own previous experiences. The first tenet of critical
race theory asserts that racism is ordinary (Delgado & Stefancic, 2012), which links to
this notion. The first tenet asserts that the notion that racism only exists in blatant
contexts is false. The experiences of the participants, while not overtly racist,
communicated biases or dismissal of issues important to African American students and
staff.
Maslow’s (1943, 1954) adapted hierarchy of needs by Berl et al. (1984) into job
categories translates the need for love and belongingness to be associated with office
culture, colleagues and customers. The narratives of the participants make it evident that
this need is being unmet for African American student affairs professionals. Each
instance of emotional labor or emotional dissonance described by the participants
involved the culture of their organization whether it be their interactions with co-workers
or the policies outlined by leadership within their department. This is a mid-level need
(Berl et al., 1984) but it must be met before higher level needs are reached (Jones, 2020)
such as self-esteem and self-actualization.
The theory of representative bureaucracy asserts that through active
representation, processes and guidelines that reflect the needs of individuals from varying
backgrounds can be achieved (Saldana, 2009). However, the lack of understanding or
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concern displayed by institutional leadership and the lack of safeguards to allow staff to
express themselves fully could be a result from a lack of active representation at the top.
This lack of understanding creates a dissonance between how African American student
affairs professionals feel regarding issues in the African American community and the
response of the institution.
Recommendation. Institutions should train staff on recognizing microaggressions
and formalize a process to report these instances. University staff of all races should feel
empowered to be fully expressive at their jobs without fear of being stereotypically
labeled. By creating a formalized process to track these instances, the department can
identify trends and address the gaps through training and professional development.
Institutions should also regularly check the campus climate to understand better
how well staff feels supported on campus. By formally monitoring the campus climate,
institutions can also identify trends in areas they are performing well as a support
mechanism and in areas they are missing the mark. Institutions should also devise a
proactive plan to support students and staff when there are national incidents of racism.
Given the participant’s response that these experiences negatively impacted their job
satisfaction, and that research has shown African Americans to report lower levels of job
satisfaction than their white counterparts (Grant, 2006), this is especially important.
Additionally, it should be a priority at the institutional level to have active
representation on their leadership teams. The diverse experiences of leadership could
translate to a better understanding of the needs of African American students and staff
and correlated action to address those needs proactively.
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Finding 3. Misalignment exists between the expectation of student affairs as a career
field and the reality of African American professionals in the field.
The majority of the participants in the study were excited to go to college and had
impactful college experiences that made them excited to jump-start their career in Student
Affairs. They had an idea of what working in the field would be, but they realized it was
not the Utopia they imagined once in the role. Participants spoke of the lack of support
for minority staff, empty diversity initiatives and training, and a lack of responsiveness to
significant issues impacting the African American community.
Conclusion. Student affairs is a career path that professionals intentionally
choose. The intentionality is evident given the overwhelming percentage of student
affairs professionals who pursue a Master’s in Higher Education or student personnel
(Marshall et al., 2016). Student affairs professionals are passionate about their work, and
the impact student affairs make. Once in the role, the lack of support student affairs
professionals receive negatively impacts their experiences, and in some cases, even
causes student affairs professionals to question whether or not to stay in the field long
term.
Recommendation. Institutions should invest in diversity, equity, and inclusion
initiatives for staff with the same vigor institutions invest for students. The investment
requires assessment of the current initiatives and identification of where gaps exist.
Training and professional development opportunities are a good start, but including
marginalized voices in decisions around these exercises can provide perspective on the
most effective strategies. Additionally, institutions should adopt a proactive approach to
addressing community issues affecting their students and staff. One way to achieve this is
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to create a formalized communication plan to address flashpoints on campus. These
guidelines will, at a minimum, manage the expectations for staff so they are no longer
“waiting on the institution to respond.”
Discussion
Participants in this study self-identify as African American and work full time in
the division of student affairs at Predominately White Institutions across the United
States. The researcher recruited participants through the Facebook group BLKSAP
(Black Student Affairs Professionals) to participate in the three series interview. The first
interview focused on the participant's background and set the stage for their current
experiences. The second interview focused on their current role, experiences with
emotional labor and emotional dissonance, and job satisfaction. Finally, the third
interview focused on how they communicated these experiences to others both in and out
of their professional circles, the climate on their respective campuses, and any
information they could provide regarding the experiences of their African American coworkers.
Many of the participants spoke highly of their undergraduate experience, crediting
those experiences and professionals with pushing them into the field of student affairs.
Additionally, the participants spoke to their positive interactions with students,
specifically students of color, for whom they serve that supportive role just as someone
else did for them. Participants also spoke to their frustrations feeling alone as one of very
few, if not the only, African American person on staff and the additional burden given
that reality.

88

Many participants indicated they had performed surface acting when discussing
emotional labor, displaying a false emotion, but not that they had experienced deep
acting, changing their internal feelings to match those expected. Additionally, many
participants provided examples of when they experienced emotional dissonance, where
their internal feelings were incongruent with their expected emotions. Exploring these
experiences provided great insight into the overall experience of African Americans in
the field of Student Affairs.
Recommendations for Further Research
There are multiple opportunities for future research on the topic of the
experiences of African American student affairs professionals at Predominately White
Institutions. Further research could narrow the scope of the population to drill into
specific functional areas, regional areas, and experience levels to highlight any
differences in experiences that may exist. Another research opportunity is a quantitative
study to generalize the results and show positive or negative correlations with different
variables.
Future research could also focus on the job satisfaction of African American
student affairs professionals, focusing on the pay and personnel concerns raised as a
result of this study. More probing questions into these two areas can unearth information
helpful to institutions to recruit and retain a diverse workforce. One theme that arose
from this research that the student affairs would benefit from further research is the idea
of African American staff not feeling supported. More than one participant indicated that
the institution's support of the staff of color is not on par with the support for students of
color.
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Studying the amount of time African American student affairs professionals spend
outside their regular duties supporting African American students would be impactful
research as well. Participants discussed in their narrative that for African American
students on their campuses, they serve as a support system but are rarely recognized
formally for that work. Research quantifying that time could provide the necessary
research to recognize that contribution formally.
This study could also be replicated with other minority populations within student
affairs or with African American professionals in other fields. Emotional labor and
emotional dissonance exist in service-based roles, which would make this study
appropriate for any customer facing industries. Capturing the experiences of minority
staff could help inform decision-making in other industries to improve their retention of
minority staff.
Lastly, a quantitative adaptation of this study could provide data that can be
generalized to student affairs overall. The qualitative design of this study prevents the
results from generalizability but using the emerged themes from the narratives of the
participants in this study can further explain the phenomenon of emotional labor and
emotional dissonance of African American professionals as well as other factors
impacting their job satisfaction. The results from a quantitative study can aid university
leadership to better recruit and retain African American professionals on their respective
campuses.
Summary
This chapter outlines the summary of the study and the results that emerged from
the data collected. This chapter also includes the findings, conclusions, recommendations
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from the summarized data, the limitations of the study, and recommendations for future
research. The purpose of this study was to explore the experiences of emotional labor,
emotional dissonance, and the job satisfaction of African American student affairs
professionals at Predominately White Institutions. The researcher collected data
throughout a three-series semi-structured interview with each participant. The researcher
transcribed the participants' responses and coded the responses using the IPA
methodology, where ten final themes emerged.
The researcher categorized the themes into these four classifications, themes
associated with the participant’s backgrounds, themes associated with emotional labor
and emotional dissonance, themes associated with job satisfaction, and themes associated
with workplace experience. The themes included –
•

Exposure to higher education

•

Impactful college experience

•

Suppressed feelings

•

Lack of understanding or acknowledgment of concerns impacting African
American student affairs professionals and staff

•

Pay impacts job satisfaction

•

Personnel impacts job satisfaction

•

Emotional labor and emotional dissonance impact job satisfaction

•

Lack of access to other African American professionals on campus

•

African American staff provide necessary additional support for African
American students

•

Misaligned expectations of student affairs as a profession
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The researcher's goal is that the experiences highlighted in this study address the
concerns outlined in the participants' narratives. Doing so could increase their staff's
overall experience, positively impacting the recruitment and retention of African
American staff. Additionally, the researcher aims to prompt future research to dig further
into the themes that emerged from the participant’s narratives. In increasing the
recruitment and retention of African American student affairs professionals, institutions
can have a more representative staff of the population they serve, proven to garner
positive outcomes.
This study is significant given the increasing diversity of professionals on college
campuses (Hammonds, 2015) and the excessive rate of turnover within the field of
student affairs (Fried, 2014; Naifeh & Kearney, 2020). Understanding the job satisfaction
and experiences of African American professionals on campus can aid decision-makers
in retaining the diverse staff they seek to recruit and retain. There is a positive impact to
having a representative workforce reflective of the population served (Perez, 2016). An
organization’s ability to retain its employees can positively affect its operating and
financial performance (Mullen et al., 2016; Sanju, 2020).
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APPENDIX A – Interview Questions
Interview #1
1. What is your age bracket?
a. 21-30; 30-39; 40-49; 50-59; 60+
2. How would you classify your gender?
a. Female, Male, non-binary, wish to not respond
3. Tell me about your background up to your undergraduate experience.
a. Where are you from?
b. Family structure?
c. Experiences that shaped who you are today?
4.

Tell me about your undergraduate experience
a. What motivated you to attend college?
b. What were your experiences in higher education both in and out of the
classroom?
c. How would you classify yourself as a student?
d. How did you initially envision your next steps past college, and if that
evolved, how?
e. How did your undergraduate experience influence who you are today?

5. How did you make the decision to attend graduate school?
6. What experiences in graduate school did you have that influence your
professional career now?
7. What experiences in graduate school did you have that influence your personal
life?
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8. Tell me about how you started your professional career after graduate school?
9. How many years have you worked in student affairs?
Interview #2
10. How long have you been at your current institution?
11. How long have you been in your current position?
12. Would you describe your current position as entry-level, mid-level, upper
management, or executive level?
13. Thinking about your current role, have you experienced having emotions that are
incongruent with the emotions expected of you?
a. For example – you may be frustrated with a student but cannot display the
emotion of frustration?
b. How did that make you feel?
c. Did it impact future interactions with either that particular student or other
students in similar situations?
14. Using the provided description on the screen, have you experienced surface acting
in your current role? Could you tell me about that experience?
15. Using the provided description on the screen, have you experienced deep acting in
your current role? Could you tell me about that experience?
16. Using the description provided on the screen, have you experienced emotional
dissonance in your current role? Can you tell me about that experience?
17. How has your experience in your current role changed your personality?
18. How would you rate your job satisfaction using the following measures?
a. Very satisfied
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b. Somewhat satisfied
c. Satisfied
d. Not satisfied
19. What factors do you consider when rating your job satisfaction?
20. How did the experiences we talked about previously, or any similar experiences
to the example you gave, impact your job satisfaction?
a. If yes, how?
21. How did the experiences we talked about previously, or any similar experiences,
impact your perception of student affairs?
Interview #3
22. Did you share either of the experiences you mentioned in the last interview with
any co-workers or supervisors?
a. If yes, what was their reaction?
b. If not, why?
23. Did you share either of the experiences you mentioned in the last interview with
friends and family? Or anyone else outside of work?
a. If yes, what was their reaction?
b. If no, why not?
24. How would you describe the cultural climate on your campus?
25. Does that climate contribute to you experiencing emotional labor?
26. Does the cultural climate contribute to your emotional dissonance?
27. How are other African American student affairs professionals on your campus
experiencing emotional dissonance and emotional labor, to your knowledge?
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28. Is there anything you would like to add about your experience or the experience
of your coworkers?
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APPENDIX B – Interview Protocol (Interview #1)
Exploring Emotional Labor and Emotional Dissonance through the Experiences of
African American Student Affairs Professionals at Predominately White Institutions

Date:___________________________

Place:___________________________

Interviewer:______________________

Interviewee_______________________

Position Title_____________________

Pseudonym ______________________

1. Prior to the start of the meeting
a. Make sure to send the participant the informed consent form.
b. Check Zoom to confirm the recording.
c. Check to make sure notepads and pens are available to capture non-verbal
details and high points that may need additional explaining.
2. Pre-interview with participant
Hello!
Thank you for taking the time to talk with me. My name is Vashae Dixon, and I
am the investigator conducting this interview
The goal of this research investigation is to explore emotional labor and emotional
dissonance through the experiences of African American student affairs
professionals at Predominately White Institutions.
These questions will focus on your personal experiences at your current
institution with emotional labor and emotional dissonance and to better
understand how this impacted your job satisfaction.
The interview session will last approximately 30-45 minutes. This interview is
being recorded. With your agreement, I would like to continue recording our
conversation for accuracy. This recording will be for transcription purposes only
and will not be released in any form. At times, I may be writing notes during the
interview.
The interview contains some personal questions about you, your experience at the
Predominately White Institution you work, and your experience with emotional
labor and emotional dissonance. I ask that you provide accurate accounts of your
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experiences, but if you feel uncomfortable at any time you can skip one or more
questions.
All information received in this interview will be strictly confidential. A
pseudonym will be used in the research in lieu of your personal information. You
will not be identified, nor will any information that makes it possible for you to be
identified be used in written reports about this study. Only summarized data will
be presented or published.
Your participation in this study is completely voluntary. You are free to
withdraw at any time, for any reason. There is no penalty for you not answering
questions or prematurely ending the interview.
Before we move forward, I need to confirm that you both received and agree to
the information in the standard informed consent form shared on the screen.
Please provide verbal confirmation that you have both received and consent to
participate in the research study.
3. Interview with participant
a. Verbal identification of the recording: Date, time, place
Interviewer’s name:_______________________________
Interviewee’s name:_______________________________
Interview #:______________________________________
b. Ask semistructured, open-ended interview questions.
c. Use prompts and follow-up questions as needed to assist the interviewee in
providing relevant detail and to help keep the conversation on track.
d. If not already concluded before the 45-minute mark, end the interview and
stop recording.
4. After the interview:
a. Explain that the interview will be transcribed and that transcription will be
sent to the participant for verification.
b. Explain the importance of “member-checking.”
c. Request the participant to respond to the validation request within two days of
receiving a copy of the transcript.
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d. Ask the participant if they know of any potential participants willing to be a
part of the study. If so, ask the participant for their contact information for
further outreach.
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APPENDIX C – Interview Protocol (Interview #2)
Exploring Emotional Labor and Emotional Dissonance through the Experiences of
African American Student Affairs Professionals on Predominately White Campuses

1. Prior to the start of the meeting
a. Check Zoom to confirm the recording.
b. Check to make sure notepads and pens are available to capture non-verbal
details and high points that may need additional explaining.
2. Pre-interview with participant
Hello!
Thank you for taking the time to talk with me again.
As mentioned previously, the goal of this research investigation is to explore
emotional labor and emotional dissonance through the experiences of African
American student affairs professionals at Predominately White Institutions.
Today’s questions will focus on your personal experiences with emotional labor
and emotional dissonance. The interview session will last approximately 30-45
minutes. This interview is being recorded. With your agreement, I would like to
continue recording our conversation for accuracy. This recording will be for
transcription purposes only and will not be released in any form. At times, I may
be writing notes during the interview.
The interview contains some personal questions about you, your experience at the
Predominately White Institution you work, and your experience with emotional
labor and emotional dissonance. I ask that you provide accurate accounts of your
experiences, but if you feel uncomfortable at any time you can skip one or more
questions.
All information received in this interview will be strictly confidential. A
pseudonym will be used in the research in lieu of your personal information. You
will not be identified nor will any information that makes it possible for you to be
identified be used in written reports about this study. Only summarized data will
be presented or published.
Your participation in this study is completely voluntary. You are free to
withdraw at any time, for any reason. There is no penalty for you not answering
questions or prematurely ending the interview.
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Before we move forward, I need to reshare the standard informed consent form
you verbally agreed to during our last meeting. If you don’t have any questions,
we can get started.
3. Interview with participant
e. Verbal identification of the recording: Date, time, place
Interviewer’s name:_______________________________
Interviewee’s name:_______________________________
Interview #:______________________________________
f. Ask semistructured, open-ended interview questions.
g. Use prompts and follow-up questions as needed to assist the interviewee in
providing relevant detail and to help keep the conversation on track.
h. If not already concluded before the 45-minute mark, end the interview and
stop recording.
4. After the interview:
e. Explain that the interview will be transcribed and that transcription will be
sent to the participant for verification.
f. Explain the importance of “member-checking.”
g. Request the participant to respond to the validation request within two days of
receiving a copy of the transcript.
h. Ask the participant if they know of any potential participants that would be
willing to be a part of the study. If so, ask the participant for their contact
information for further outreach.
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APPENDIX D – Interview Protocol (Interview #3)
Exploring Emotional Labor and Emotional Dissonance through the Experiences of
African American Student Affairs Professionals on Predominately White Campuses

5. Prior to the start of the meeting
c. Check Zoom to confirm the recording.
d. Check to make sure notepads and pens are available to capture non-verbal
details and high points that may need additional explaining.
6. Pre-interview with participant
Hello!
Thank you for taking the time to talk with me again.
As mentioned previously, the goal of this research investigation is to explore
emotional labor and emotional dissonance through the experiences of African
American student affairs professionals at Predominately White Institutions.
Today’s questions will focus on your personal experiences with emotional labor
and emotional dissonance and how they affected your overall job satisfaction. The
interview session will last approximately 30-45 minutes. This interview is being
recorded. With your agreement, I would like to continue recording our
conversation for accuracy. This recording will be for transcription purposes only
and will not be released in any form. At times, I may be writing notes during the
interview.
The interview contains some personal questions about you, your experience at the
Predominately White Institution you work, and your experience with emotional
labor and emotional dissonance. I ask that you provide accurate accounts of your
experiences, but if you feel uncomfortable at any time you can skip one or more
questions.
All information received in this interview will be strictly confidential. A
pseudonym will be used in the research in lieu of your personal information. You
will not be identified nor will any information that makes it possible for you to be
identified be used in written reports about this study. Only summarized data will
be presented or published.
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Your participation in this study is completely voluntary. You are free to
withdraw at any time, for any reason. There is no penalty for you not answering
questions or prematurely ending the interview.
Before we move forward, I need to reshare the standard informed consent form
you verbally agreed to during our last meeting. If you don’t have any questions,
we can get started.
7. Interview with participant
i. Verbal identification of the recording: Date, time, place
Interviewer’s name:_______________________________
Interviewee’s name:_______________________________
Interview #:______________________________________
j. Ask semistructured, open-ended interview questions.
k. Use prompts and follow-up questions as needed to assist the interviewee in
providing relevant detail and to help keep the conversation on track.
l. If not already concluded before the 45-minute mark, end the interview and
stop recording.
8. After the interview:
i. Explain that the interview will be transcribed and that transcription will be
sent to the participant for verification.
j. Explain the importance of “member-checking.”
k. Request the participant to respond to the validation request within two days of
receiving a copy of the transcript.
l. Ask the participant if they know of any potential participants that would be
willing to be a part of the study. If so, ask the participant for their contact
information for further outreach.
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APPENDIX E – Request for Permission to Post in Facebook Group
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APPENDIX F – Facebook Posting and Corresponding Caption
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I hope you are staying safe and doing well. My name is Vashae Dixon and I am a
Doctoral Candidate in the Human Capital Development Program at the University of
Southern Mississippi. My research is focused on the experiences of African American
student affairs professionals at Predominately White Institutions.
I am currently collecting data and would like to invite you to participate in an
interview that explores your experience. This study includes three separate interviews
that will contain questions about your experiences in your current role. The information
you share in these interviews will not be attributed to you individually, and will only be
used for the purposes of reporting the overall findings of all participants. Participants
who complete all three interviews will receive a $50 Amazon gift card. If you are
interested in participating in this study, you can click this link
https://usmuw.co1.qualtrics.com/jfe/form/sv__beavmcddlxxzwm or you can email me
directly at vashae.swope@usm.edu.
Thank you in advance for your consideration in participating in my study entitled:
Exploring Emotional Dissonance, Emotional Labor, and Job Satisfaction Among African
American Student Affairs Professionals at Predominately White Institutions. If you
should have any questions or concerns, please don’t hesitate to contact me. This study has
been approved by The University of Southern Mississippi’s IRB. IRB #: IRB-21-84

Vashae R. Dixon
Doctoral Candidate, University of Southern Mississippi
Vashae.swope@usm.edu
859.229.6292
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APPENDIX G – Email to Known Participants
I hope this note finds you well. As you may know, my name is Vashae Dixon, and
I am a Doctoral Candidate in the Human Capital Development Program at the University
of Southern Mississippi, where my research is focused on experiences of African
American student affairs professionals at Predominately White Institutions.
Thank you for responding to my initial posting regarding participating in my
research study and conducting an interview. Is it possible to arrange a time to discuss this
research more in-depth? Based on the information you provided via the interest link it
appears that “___________ (date) at _________ (time)” is a good time for us to connect.
Is this accurate?
Again, thank you for your consideration in participating in my study entitled:
Exploring Emotional Labor and Emotional Dissonance through the Experiences of
African American Student Affairs Professionals on Predominately White Institutions. If
you know of any other African American student affairs professionals who met the
criteria below, please feel free to share this note and the corresponding link. If you should
have any questions or concerns, please don’t hesitate to contact me.
IRB #: ____________________
Sincerely,

Vashae R. Dixon
Doctoral Candidate, University of Southern Mississippi
Vashae.swope@usm.edu
859.229.6292
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APPENDIX H – Informed Consent Form
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APPENDIX I – Post Interview & Member Checking Email to Participants
Dear Participant,
Thank you for participating in my study entitled: Exploring Emotional Labor and
Emotional Dissonance through the Experiences of African American Student Affairs
Professionals on Predominately White Institutions. Your interview recording has been
transcribed and is attached for you to review. Please read the entire transcript and mark
any places that you think are inaccurate or do not reflect our conversation. I am more
than happy to meet with you to review the document if that would be helpful. If I don’t
hear from you by (date), I will assume you are satisfied with the transcript, and move
forward with my work.
Thank you once again for your participation and support. If you should have any
questions or concerns, please don’t hesitate to contact me.
IRB#: ________________________________

Sincerely,

Vashae R. Dixon
Doctoral Candidate, University of Southern Mississippi
Vashae.swope@usm.edu
859.229.6292
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APPENDIX J – IPA Methodology
Step #2
Color Coding Responses
Interview #1 Transcript (Suzy)
29. What is your age bracket?
a. 21-30; 30-39; 40-49; 50-59; 60+
30. How would you classify your gender?
a. Female, Male, non-binary, wish to not respond
31. Tell me about your background up to your undergraduate experience.
a. Where are you from?
i. I am from a college town in Kentucky called Lexington.
Having grown up around the campus, college always was a
next step for me after high school. I didn’t think much about it.
b. Family structure?
i. I grew up in a single parent home with 1 sibling. Education
was very important to both of my parents. They both
graduated with their Master’s.
c. Experiences that shaped who you are today?
i. Again, I really think that being from Lexington makes college
feel like “home” to me. When I am on campus it feels very
much like home. There is a sense of normalcy and comfort
there which I do think influences my decision to remain in
higher education.
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32. Tell me about your undergraduate experience
a. What motivated you to attend college?
i. Not going to college was never an option. I think I could have
been more intentional about determining what I wanted to
study, but I knew I was going. All of my friends attended
college out of high school. It wasn’t much of a conversation.
b. What were your experiences in higher education both in and out of the
classroom?
i. I had a pretty traditional experience inside the classroom. I
was a decent student, did my work and went to class. Outside
of the classroom, I learned a lot. I started working for housing
very early on and learned that I could work at a college as a
career. I didn’t know that. I don’t think most people know
student affairs exists really. But working in housing opened my
eyes to that as a possibility. I was also involved in Greek life.
Again, I didn’t know going into college that you could work as
a professional in Greek life but learning that as an
undergraduate student was eye opening.
Step #3
Overall themes from individual participant
•

College town setting

•

No intentional direction post graduation for Bachelor’s or Master’s

•

Always knew she would attend college, parents and friends attended college
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Step #5
Aggregate themes from participants
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